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Abstract 

This dissertation in practice used a qualitative exploratory descriptive study to explore 

employees’ perceptions’ of trust in a financial organization.  Utilizing the Great Place to 

Work ® survey results, findings had revealed deteriorating trust and credibility for XYZ 

Financial.  This dissertation sought to identify the main factors that contributed to trust in 

a financial organization.  The sample consisted of 14 participants in non-managerial 

roles, grades 1-9.  Data was collected through interviews utilizing open-ended questions 

to discover participants’ definition and perceptions of trust, as well as perception of their 

team and company.  The findings showed that all participants perceived their team 

environment to be idealistic and trusting.  However, on a larger scale, the participants had 

mixed feelings and limited trust towards XYZ Financial and the parent company.  The 

participants’ overall perception of trust in XYZ Financial were driven by their first-hand 

knowledge of the organization and experiences through years of service.  The findings 

suggested that a formal mentoring program would be a sufficient solution to foster trust, 

encourage employees’ development and growth, assist in company communication, and 

improve perceived credibility of the company.  Finally, this study may assist in 

expanding the literature on the perceived relationship of trust as it relates to department 

level, all the way through to top leadership.   
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CHAPTER ONE: INTRODUCTION 

Introduction and Background 

 Trust is a significant component of human life that some researchers argue is a 

general necessity to thrive day-to-day (Kodish, 2017).  In recent years, the atmosphere of 

trust in organizations has been an evolving topic.  Bok (1978) and Kodish (2017), said 

that humans thrive in trusting environments, as opposed to those involving distrust. 

“Trust is a psychological state comprising the intention to accept vulnerability to the 

actions of another individual (a trustee), based upon the expectation that the other will 

perform a particular action that is important to the trustor” (Six & Sorge, 2008, p. 859).   

Research has shown that obtaining and continuing interpersonal trust is a must for 

positive work environments (Six & Sorge, 2008).  

 Trust among all people in a company is important to an organization’s long-term 

success (Sousa-Lima, Michel, & Caetano, 2013).  Zand (1972) found that trust increases 

problem solving effectiveness.  The flow of information needed for problem solving is 

dependent upon the perception of employees as to whether they feel confidence or a lack 

of trust (Zand, 1972).  As research has progressed, studies have found that trust in 

colleagues is an advantage for organizations (Tan & Lim, 2009).  For example, Tan and 

Lim’s (2009) study evaluated the importance of peer to peer relationship as it relates to 

organizational success.  They argued that if individuals believe they can trust their 

coworkers, then time will not be wasted trying to protect themselves from the 

undermining of fellow colleagues (Tan and Lim, 2009).  The research concluded that 

trust in their coworkers increased the individual employee’s trust in the organization.   
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The leadership of the company in this study recognizes the need for trust among 

all employees.  Appealing to their wishes for confidentiality, the company being studied 

will be referred to as XYZ Financial.  XYZ Financial is a financial captive, a large 

financial firm located within the United States, with approximately 1,000 employees.  

The primary functions of the company are to provide financial products to the automotive 

field such as, but not limited to, retail or lease loans, mortgages, and construction loans to 

dealerships.    

 Yearly, the leadership of XYZ Financial mandates that all employees participate 

in the Great Place to Work Trust Index © survey (Appendix A), better known simply as 

Great Place to Work © survey (GPTW).  The survey is utilized by Forbes to identify the 

top 100 companies to work for in the United States (Great Place to Work ®, 2017).  

Through the results of the survey, XYZ Financial has noticed a decline in the areas of 

organizational credibility and trust over the last two years. At the request of the CEO, the 

last four years (2014-2017) of data results will be utilized for this research.   

 In 2015, the parent company to XYZ Financial became implicated in an 

international scandal.  In the following years, the dynamic of the company had shifted.  

This has led the company to the assumption that the scandal and decreasing scores are 

related.  This Dissertation in Practice seeks to assist XYZ Financial in understanding why 

there is a diminishing trend in the GPTW survey results, as well as offer solutions to 

mitigate these issues.      

Statement of the Problem  

 XYZ Financial’s employees’ perceptions of the company have been steadily 

trending in a negative direction.  Employees have reported a lack of confidence and trust 
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in the organization, as recorded in the GPTW survey results.  Despite several changes in 

management and leadership, the areas of credibility, respect, and pride have demonstrated 

a downward trend.  The lack of trust was indicated based on the company’s overall trust 

score decreasing 6% in a two-year period, from 2015-2017.  XYZ Financial’s executives 

had executed a plethora of strategies over the years to counteract these decreases; 

however, they have not witnessed much success in reversing the trend.  The changes that 

leadership has previously taken were primarily at the highest level (executive leadership), 

as opposed to company-wide tactics or reviewing outside influences.  The results of the 

GPTW survey have shown a negative overall company trend of diminishing trust, 

whereas at the business unit level, the results remained almost unchanged.  GPTW survey 

results demonstrate a severe disconnect between the work group levels and the entire 

company.  Developing a new approach to minimize distrust and maximize credibility has 

become a necessity for the health of the organization.   

Purpose of the Study 

The purpose of this exploratory, descriptive study was to describe employees’ 

perceptions of trust in the organization.  Building upon the GPTW survey results, the 

study sought to gain a more detailed understanding as to why employees’ perceptions’ of 

trust in the organization has been steadily decreasing over the past four years.  While 

XYZ Financial conducts various employee surveys throughout the year, the GPTW 

survey is the main source of information.  The survey results provide information for the 

leadership team, as well as for human resources, to understand the employees’ 

perceptions’ of the company, executive leadership, and the direct team in which they 

work.  Results generated and collected from the past four years have reflected a negative 
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trend in employees’ perceptions’ of the organization’s credibility; however, the 

leadership team has been unsuccessful in determining the cause, as well as in developing 

new practices to mitigate and minimize this diminishing trend.  This study will 

investigate whether there are other factors outside of the executive leadership that plays a 

role in the overall dissatisfaction in XYZ Financial.  This study seeks to assist XYZ 

Financial in determining the source of the deteriorating perception of trust in the 

company, in addition to offering solutions.  

Research Question 

How do employees perceive factors that contribute to trust in XYZ Financial? 

Aim of the Study 

The aim of this study, through the use of an exploratory, descriptive approach was 

to expand on the Great Place to Work ® findings that reveal deteriorating trust and 

credibility.  In addition, the study sought to discover the main factors that employees 

consider to contribute to trust in the organization.  

Methodology Overview 

 The methodology used for this study was a qualitative exploratory descriptive 

approach to discover employees’ perceptions’ of factors that contribute to trust in the 

organization.  Currently, the company employs approximately 1,000 people across the 

United States.  The population of this study will consist of all non-manager employees, 

which account for nearly 80% of the company.  Open-ended questions will be developed 

partially based upon GPTW survey responses.   
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Great Place to Work ® Survey 

 The Great Place to Work ® (GPTW) survey consists of 57 questions with answers 

provided in a 5-point Likert-type scale format, ranging from ‘almost always untrue’ to 

‘almost always true,’ with an option to leave the response blank.  [Phrasing matches 

GPTW survey.]  In addition to the Likert-scale questions, there are a few subsequent 

open-ended questions.  The open-ended questions asked the employees if they would care 

to say anything more about the section topic.  Various examples of the closed-ended 

questions consist of:  

 Management trusts people to do a good job without watching over their shoulders; 

 People look forward to coming to work here; and 

 I'm proud to tell others I work here. 

The findings of the company-wide survey identified a need to understand the 

issues of distrust within the organization.  For the purpose of this study, the findings of 

the GPTW survey assisted in developing the questions utilized during the interviews.  

This dissertation research, utilizing qualitative interviews with employees of company 

XYZ Financial, serves that need.  

Definition of Relevant Terms 

 The following terms will be discussed throughout this study.  

 Captive finance company: “A subsidiary whose purpose is to provide financing to 

customers buying the parent company’s product” (Captive Finance Company, n.d.). 

 Parent company: “A parent company is a company that controls other, smaller 

businesses by owning an influential amount of voting stock or control. Parent companies 

are typically larger firms that exhibit control over one or more small subsidiaries in either 
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the same industry or complimentary industries” (Parent Company, n.d.).  Parent 

companies have the ability to either be hands-on or allow their subsidiary to self-regulate. 

Subsidiary: A company that is either owned or controlled by another corporation. 

 Large firm: A company with more than 300 employees. 

 Chief Executive Officer (CEO): “the highest-ranking executive in a company, and 

their primary responsibilities include making major corporate decisions, managing the 

overall operations and resources of a company, and acting as the main point of 

communication between the board of directors and corporate operations” (Chief 

Executive Officer – CEO, n.d.).  

 Executive Team: Chief financial officer, chief operations officer, chief 

digitalization officer, chief information officer, chief legal officer, treasurer, and risk 

manager. 

 Perceive: “To attain awareness or understanding of” (Merriam-

Webster.com, n.d.). 

 Organizational trust:  “The global evaluation of an organization’s trustworthiness 

as perceived by the employee. Organizational trust is defined as an employee’s feeling of 

confidence that the organization will perform actions that are beneficial, or at least not 

detrimental, to him or her” (Tan & Tan, 2000, p. 243).  Please note there is a difference 

between trust and organizational trust.  

Trust: “The psychological state comprising the intention to accept vulnerability to 

the actions of another individual (a trustee), based upon the expectation that the other will 

perform a particular action that is important to the trustor” (Six & Sorge, 2008, p. 859). 
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Delimitations, Limitations, and Personal Biases 

Recognizing that this was conducted for a single organization, the findings of this 

research cannot be generalized outside of this specific case.  The findings are specific to 

XYZ Financial.  Limitations were created by the size of the population and sample of this 

study.  Due to the timeframe in which the study was conducted, a sample was chosen for 

interviews.  

 Lamsa and Pucetaite (2006) stress the importance of trust in the workplace, as it is 

critical to organizational performance, as well as competitiveness in a global market.  

Nurturing a trusting relationship amongst coworkers, as well as leadership, allows 

organizations to reap advantages.  This research does not come without potential biases.  

Recognizing that the researcher of this study is an employee of the company means that I 

have pre-exposure to the research issue.  This provides a strength to the study, as the 

researcher has a level of understanding for the company, its values, and mission. An 

external auditor to review content and a committee of Creighton University professors 

were consulted to mitigate any potential biases, as well as oversee this project.   

 The Role of Leadership in this Study 

 Leaders should nurture trust within their organization to assist in making 

improvements to move forward (Lexa, 2012).  Building and executing a trusting 

environment aids leaders in establishing a foundation that allows for a company to 

flourish.  “Trust (or its lack) is one of the measures of both your effectiveness and your 

efficiency as a leader” (Lexa, 2012, p. 510).  Creating and preserving trust in the work 

environment is an asset to the organization’s health.   
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“Trust plays an important role in building and maintaining loyalty between 

businesses and their publics” (Jin & Yeo, 2011, p. 129).   This statement is applicable to 

the business and to its internal customers: their employees. It is not enough to just build 

something, but you must also maintain it.  Maintenance work is part of being a manager, 

as well as the employee’s job to successfully create a positive work environment.     

Significance of the Dissertation in Practice Study 

Chen, Tsui, and Farh’s (2002) research found that when there was a level of trust, 

employees demonstrated a higher level of dedication to their supervisor.  In addition, job 

performance was heightened, and organizational commitment increased.  However, there 

are limitations to Chen, et al.’s (2002) work.  The study was restricted to addressing when 

employees felt connected to their superior.  They did not discuss the specific types of 

leadership that were displayed by the supervisors to generate each positive or negative 

environment.  Similarly, Mukherjee, Gaur, Gaur, and Schmid (2012) found that trust 

plays a role in mitigating uncertainty when organizations form alliances with outside 

vendors.  Their research evaluates how external and internal influences affect research 

and development (R&D) alliance formations.  The research is limited to small to medium 

sized companies; however, it does focus on how external factors can influence internal 

cooperation.  Expanding upon studies such as this would bring to light an underdeveloped 

issue, do parent companies’ actions affect employees’ perceptions of the subsidiary they 

are employed by?  

 While some of the studies mentioned above have been conducted within the 

United States, the majority have taken place in Asia.  This poses some limitations to the 

study, as the findings may not translate cleanly for a Western population.  This 
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dissertation in practice offers a unique opportunity to explore XYZ Financial and explain 

several of the issues that have been plaguing the company in recent years.  The primary 

goal is to assist them in finding the underlying factors in the lack of trust between 

employees and leadership, in addition to providing suggestions for improvement.  

Furthermore, this study will provide a foundation for further research. 

Summary 

 This qualitative study explored employees’ perceptions of trust as it relates to 

XYZ Financial.  The information gathered through the GPTW survey over the previous 

four years captured a trend of diminishing trust and credibility for the company.  Through 

interviews with XYZ Financial employees, it was the researcher’s hope to identify how 

employees perceive factors that contribute to trust in XYZ Financial.  In addition to the 

results, provide a clear understanding as to possible solutions that could be implemented 

to encourage, as well as increase the company’s employee perception of trust. 
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CHAPTER TWO: LITERATURE REVIEW 

Introduction 

The following literature review will describe the current findings about the role of 

trust in organizations, specifically focusing on the significance of trust as it applies to 

employee satisfaction and organizational commitment.  First, a description on the 

company, XYZ Financial, will be presented.  Following the company description on 

current state of the company, a more thorough description of trust will be defined as it 

relates to the effects of trust in organizations.  Next, a brief overview of the positive 

effects of transparency and the need for communicating trust will be presented.  After this 

synopsis, the importance of ethics management, as it relates to developing trust within an 

organization will be offered.  Finally, a review of the significance of the public’s trust 

will be included.   

XYZ Financial 

XYZ Financial was thrust into the limelight a few years ago due to an indiscretion 

involving their overseas parent company.  Despite the parent company and XYZ 

Financial providing different goods and services, all subsidiaries worldwide have been 

under investigation for ethical issues.  At present, there are investigations underway 

regarding specific products that are produced in Europe and transported to the United 

States for sale.  XYZ Financial is the financial branch for the goods provided by the 

parent company to their American subsidiary.  As a financial company, they provide all 

servicing products in order for customers to fund the purchase of the good.  During this 

difficult time, XYZ Financial has been experiencing a shift in employee commitment and 

enthusiasm, as demonstrated by the GPTW survey findings.  Despite valiant efforts, the 
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company has not been able to recuperate lost faith or trust due to their parent company’s 

imprudence.  Prior to the crisis, the organizations’ GPTW survey had been on a positive, 

steady incline.  Since the flawed actions of their overseas company, the scores have been 

steadily trending downward year-after-year in the areas of organizational credibility and 

trust.   

Trust 

 As a more simplified version of Six and Sorge’s 2008 definition of trust, 

Sztompka (1996) explains trust to be a bet taken on future events, contingent upon 

actions of others. Trust is rooted in uncertainty outside of modern social norms. 

Individuals do not have predisposed knowledge, nor the ability to predict others’ 

activities (Zhang, Zhang, & Zhou, 2017).  The occurrence of trust begins when certainty 

ends (Lewis & Weiger, 1985).  People can place trust in an individual, process, or action.  

This is attributed to hypothetical speculations made on how others would perform under 

certain circumstances in the future (Zhang et al., 2017).  Zhang et al. (2017) further 

explains that individuals must have a sense of confidence in others in order to be able to 

trust.  When people have confidence in others, they do not consider alternative actions; 

whereas, a person who trusts chooses a favored action in spite of the possibility of being 

disappointed by the actions of others (Luhmann, 2000).   

Coleman (1990), Elster (1989), and Hardin (1992) argued that when making a 

decision, people tend to use reflected trustworthiness, which determines if the investment 

of trust is worth the risk based on credibility (as cited in Zhang et al., 2017).  Reflected 

trustworthiness is viewed as the target’s credibility, meaning, is the person in question 

worthy of being provided the confidence to take a risk on his or her behalf?   
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 Reflected trustworthiness is the application of an individual’s reflection through 

inner beliefs that have been instilled by environmental factors during developmental 

years (Zhang et al., 2017).  While the predisposition to trust can be inherited (Reimann, 

Schilke, & Cook, 2017), two other themes are introduced when deciding if someone, or 

thing, is worthy for trust: reputation and performance.  Reputation is based upon previous 

activities or actions (Zhang et al., 2017).  The longer a leader has been granted trust, the 

more eager others will be to follow those in decision-making positions (Good, 2000).  

Performance speaks to a person’s abilities to execute tasks based upon current activities 

and achievements (Sztompka, 1999).  Trust is critical to organizations in order to excel in 

today’s business world; performance and reputation assist in determining if someone is 

worthy of trust (Shockley-Zalabak, Morreale, & Hackman, 2010).  Research on 

organizational trust has shown a link to strong economic performance and a higher 

overall achievement of organizational goals (Covey & Merrill, 2008).   

Trust in Leaders 

Quantitative and qualitative studies over the years have highlighted that 

leadership is one of the most notable determining factors of trust and assists in team trust 

(Boies, Fiset, & Gill, 2015).  Boies et al.’s (2015) research examined the relationship 

between leadership and team performance and creativity.  The study specifically looked 

at transformational leadership to better identify what underlying qualities of a leader 

worked best for results in an organization.  Boies et al. (2015) found that:   

Teams in which a leader using either intellectual stimulation or inspirational 

motivation had been assigned had more creative performance (novelty) than 

teams in which the leader did not display transformational leadership. For the 
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usefulness component of creativity, however, teams assigned a leader using 

intellectual stimulation outperformed teams with a leader exhibiting inspirational 

motivation or one who did not display transformational leadership. Finally, teams 

with a leader displaying inspirational motivation committed fewer critical errors 

than teams with a leader exhibiting intellectual stimulation or no transformational 

leadership (p. 1090). 

The results of the study also found that leaders who had exhibited intellectual stimulation 

and inspirational motivation behaviors had an impact on team performance by triggering 

communication among team members (Boies et al., 2015).   This lead to them 

exchanging information.  Having the trust among teammates established, teams are more 

likely to perform at a high level (Boies et al., 2015).  

 Hubbell and Chory-Assad (2005) found that trust also influences cooperation 

amongst employees, in addition to leaders and organizations as a whole.  Leaders are 

deemed trustworthy and are seen as individuals who will not take advantage of 

vulnerable or risky situations (Rotter, 1967).  There is an expectation of fairness and 

ethical approaches to resolving issues when leaders are deemed trustworthy (Hubbell & 

Chory-Assad, 2005).  Rotter (1967) describes trust as an expectation where an individual 

holds leaders to his or her word to execute on the employees’ behalf as if they were to 

make the decision themselves.  To be considered trustworthy, a superior must follow 

through on his or her word and keep promises to maintain this relationship (Hubbell & 

Chory-Assad, 2005).  Having trust in a leader means to take value in his or her words and 

moral compass to act without bringing harm to others (Li, Huo, & Long, 2015).   
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“Work environments have become increasingly uncertain and interdependent, and 

interpersonal trust has accordingly become indispensable in establishing and maintaining 

cooperative and productive relationships in the workplace” (Li et al., 2017, p.81).  Most 

organizations have an expectation of their employees to trust their peers, as well as 

superiors.  This assumption is made to create a stable social relationship and encourage 

more risk-taking behavior (Li et al., 2017).  However, the anticipated trust that is 

expected is not initiated on day one.  Li et al., (2017) details how the employee must have 

a certain vulnerability and willingness to trust the leaders, which is established through 

how the leaders treats the employee.  Their study found that psychological safety, as well 

as organizational climate and policies play a role in trust in leadership.  Trust in leaders 

was found to not only stem from the leaders themselves, but also from the perception of 

how the organization provides for the employees.        

Organizational Justice 

 XYZ Financial is a subsidiary that works with their parent company.  Employees 

have perceptions about both entities, which may be a reflection of one on the other.  

Employees, in general, are constantly holding their own organizations under a 

microscope, examining and determining if the actions taken during designated 

circumstances were fair or just (Sharoni et al., 2012).  Perceived fairness of workplace 

outcomes and processes has been found to be positively related to trust (Cropanzano & 

Greenberg, 1997).  Perceived fairness is often referred to as organizational justice.  

Hubbell and Chory-Assad (2005) describe organizational justice as the predecessor to 

trust.  Research has shown that an employee’s perception of outcomes has a correlated 

relationship to managerial and organizational trust (Hubbell & Chory-Assad, 2005).  The 
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reaction of the employee is based upon his or her perception of the situation’s outcome, 

whether it is positive or negative.  That association is then applied to the employee’s view 

of the manager or organization.  This either improves or diminishes trust between the 

employee and other party involved.  Justice can be seen as the distribution of resources 

from leader to follower, through three various forms (Sharoni et al., 2012): perceived 

distributive justice, perceived procedural justice, and perceived interactional justice. 

 Perceived distributive justice. Miller and Lee (2001) present that distributive 

justice is to be considered for the circulation of material awards and how employees 

perceive the fairness of allocation.  Distributive justice is dependent upon the employees’ 

view of management’s situational handling and ability to create an equal environment 

(Cropanzano, Prehar, & Chen, 2002).  Ritzman and Tomaskovic-Devery (1992) 

suggested that employees’ input should be comparable to their received output.  

Examples of designated comparable input-output outcomes consist of, but are not limited 

to: promotion, raise in wage, bonus, and increased responsibility.  

 Perceived procedural justice.  The idea of procedural justice stems from the 

legal realm and the need for trial fairness (Sharoni et al., 2012).  In this type of justice, 

the primary focus is placed upon the process by which decisions are made.  Procedural 

justice is based upon the perception of fairness, similar to an employee’s view of 

distributive justice.  Folger and Cropanzano (1998) and Leventhal (1980) discuss how 

employees draw conclusions through evaluations of fairness, as it relates to the delivery 

of resources. The employee is keen on feeling that a fair and just course of action was 

taken prior to being presented with a possible consequence or negative feedback. 
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 Perceived interactional justice.  Seen as a complement to procedural justice, 

interactional justice occurs when the employee evaluates the perceived supervisor’s 

attitude when making a decision (Tyler & Bies, 1990).  Specifically, the perception is 

based upon the employee’s perception of the supervisor’s attitude towards them (Sharoni 

et al., 2012).  Ambrose and Schminke (2009) suggest that the perception of fairness has 

the largest impact on employees’ attitudes and behavior.  When employees at any level 

feel they are treated fairly, they tend to reciprocate a positive attitude towards their 

supervisor (Organ, 1988).   

 Employees seek fair treatment and equality when on the job.  A supervisor or 

organization’s actions aid in how the employee perceives the culture.  Research identifies 

a positive relationship between employees’ perception of supervisor fairness and 

satisfaction.  Positive perceptions of fairness may aid in encouraging a trusting 

environment.  

Trust in Organizations 

 Over the last few years, XYZ Financial has been dealing with a crisis involving 

its parent company on a global platform.  The details of the federal case against the 

parent company were made public through the media.  The initial public reaction to the 

news about the crisis was not very forgiving.  There was an evident distrust among 

customers, as well as potential customers (Reimann et al., 2017).  Distrust develops from 

undesirable experiences during social exchanges (Reimann, et al. 2017).  Companies, 

such as XYZ Financial, must be cognizant of not only their employees’ perceptions, but 

the public’s opinion as well.  Hon and Grunig (1999) define public trust as, “one party’s 

level of confidence in and willingness to open oneself to the other party” (p. 3).  Broom, 



PERCEIVED TRUST IN A FINANCE COMPANY 17

Casey, and Ritchey (1997), Bruning and Ledingham (1998; 1999), and Ledingham and 

Bruning (1998) argued that trust, as well as commitment, are commonly mentioned as 

critical factors for effective relationship management, in addition to other important 

organizational outcomes (as cited by VanderMolen, Cacciatore, Meng, & Reber, 2015).  

Individuals generate trust in organizations through mass media channels that obtain 

information relevant to the company, thus producing a trust between the organization and 

public (VanderMolen, Cacciatore, Meng, & Reber, 2015).   

However, internal communication is equally as valuable as gaining external 

approval from customers.  VanderMolen et al. (2015) further explained that there is a link 

between reputation and trustworthiness, and publicly perceived value, as well as 

competitive advantage.  Having employees who perceive the institution as trusting 

elevates the public’s perception.  There is also a finding that long-term relationships are 

built though trust communication from employers to employees (VanderMolen et al., 

2015).  Open dialogue and transparency from the organization to the employees is 

equally as valuable as communication to the public. 

 Lines of open communication provide a sense of confidence to the employees.  

Positive corporate reputation is driven by high levels of trust (Walsh, Beatty, & Shui, 

2009).  Corporate reputation that is driven by this trust provides a competitive advantage 

to the organization in its respective market place (Walsh, Mitchell, Jackson, & Beatty, 

2009).  According to Morgan and Hunt (1994), when trust is established between a 

customer and organization, a long-term bond is created.  This generates an employee 

perception of increased benefits from staying within this relationship (Geyskens, 

Steenkamp, Scheer, & Kumar, 1996).  From this relationship, a level of loyalty and 
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commitment for the company is enhanced, building a closer relationship with the 

employee (Morgan & Hunt, 1994).  Trust is a vital and valuable component to 

relationships between individuals and organizations (Kodish, 2017).  

Transparency 

 “Trust is important to organizations across countries and cultures” (Morreale & 

Shockley-Zalabak, 2014, p. 70).  Trust can be gained through organizational 

transparency.  There is importance amongst humans to express concern and share critical 

information with one another (Korsgaard, Brodt, & Whitener, 2002).  Morreale and 

Shockley-Zalabak (2014) share that for-profit and non-profit organizations have greater 

rates of success when they have high trust profiles within their companies.  Conversely, 

any form of distrust comes at a higher financial cost to the organization (Braum, 1997).  

Such financial losses can exist from high turnover rates and the need hire, as well as train 

new employees, or loss of customer business.  Developing trust, as well as the ability to 

share critical material, stems from the organization’s own culture in which the 

organization operates (Hofstede, 1980). 

 Rawlins (2009) defines transparency as: 

the deliberate attempt to make available all legally releasable 

information—whether positive or negative in nature—in a manner that is 

accurate, timely, balanced, and unequivocal, for the purpose of enhancing 

the reasoning ability of publics and holding organizations accountable for 

their actions, policies, and practices. (p. 75)  

Auger’s (2014) research found that there are two forms of transparency: “(a) an 

organization’s reputation for transparency and (b) its efforts to communicate 
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transparently” (p. 325).  Demands for the increase in transparency and communication 

stem from organizational crises, as well as mismanaging from leadership over the last 

several years (Rogoff, 2010).   

XYZ Financial’s crisis stemmed from the mismanaging of information, as well as 

a lack of transparency.  The items that were brought into question had a part in the 

product that the parent company did not disclose to government regulators, customers, or 

employees.  Having a full understanding of this device, leadership still signed off to 

implement them into their products.  This device was considered to be deceitful and 

illegal in certain countries.  Bandsuch, Pate, and Thies (2008) and Rawlins (2009) 

contend that transparency can mitigate certain damages and employee dissatisfaction, in 

addition to restoring trust.  Research with organizations has shown a link between trust in 

the company and/or brand with favorable behavioral intentions of customers, such as 

intent to purchase, donate, recommend the product outside of the normal scope, and 

remain with the company (Auger, 2014).   

Transparency has a tendency to be used as a guide for a company’s moral health, 

as perceived by external sources (Bennis, Goleman, & Biederman, 2008).  Rawlins’ 

(2009) study has found that there are three indicators that assist organizations with 

transparency and moral health: integrity, respect for others, and openness.  When these 

three qualities are at the forefront, organizations are better equipped to manage 

transparency expectations of their employees, as well as customers. 

Communication 

 Individuals rely on trust when faced with the unknown.  Gilbert and Tang (1998) 

found that there is a direct correlation between the delivery of mass information to 
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individuals and overall perceived trust.  Information serves as the beginning source for 

building trust due to the increased transparency through open communication exchanges 

(Shapiro, Sheppard, & Cheraskin, 1992).   Greater communication and vast amounts of 

information increase levels of knowledge, while decreasing the unknown, creating a 

relationship of trust (Kodish, 2017).  Cufaude (1999) concludes that not only is 

interaction a must, but timeliness of information is essential to establishing trust.  Grunig, 

Grunig, and Dozier’s (2002) study reported the importance of face-to-face 

communication, as well as respect to build strong relationships.  Research has shown that 

communication is linked to developing trust (Kodish, 2017).  Effective communication 

may enhance a trusting relationship between employees and the organization, if the two 

parties both partake.  This connection is mutually beneficial for all parties involved.   

 There comes a time when employees determine if they have positive or negative 

feelings towards their organization (Payne, 2014).  The relationship, especially between 

supervisor and employee, is relevant to the whether or not the employee feels they can 

communicate a difference of opinion (Kassing, 2000).  Dysik and Kuvaas (2012) and 

Shanock and Eisenberger (2006) found that when the employee perceives that they are 

supported, they are more likely to communicate and collaborate with their supervisor (as 

cited from Payne, 2014).  This assists in their work meeting business goals.  Therefore, 

establishing a mutual feeling of respect through trust between employee and supervisor 

aids in positive organizational outcomes.   

Cultural Differences in Communication 

 Yamaguchi’s (2009) study explored the relationship between communication 

tactics and workers’ feelings of trust, as well as perception of procedural justice.  
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Specifically, the research focused on Japanese workers and their American counterparts.  

The study defined communication tactics as, “how superiors communicate in order to 

influence and change subordinates’ attitudes, and persuade them to accept some 

requirement, result, or decision, made by a superior or by the organization; therefore, the 

focus is on downward communication” (p. 22).  The results of the study demonstrated 

that the two cultures responded to communication tactics differently based on their 

perceptions.   

Japanese colleagues were influenced positively by rational and soft tactics, which 

was also reflected in trust.  Whereas hard communication tactics negatively impacted 

trust and perceived procedural justice (Yamaguchi, 2009).  In contrast, the American 

colleagues showed no direct relationship between communication tactics and trust; rather 

the perceived procedural justice had an indirect effect on rational and hard 

communication tactics.  Yamaguchi (2009) ultimately found that American workers were 

more responsive to how decisions were made, the fairness of the decision, and the course 

of action than how the information was communicated when determining trust.  The 

study demonstrates how each culture, despite the colleagues receiving the information in 

the same ways, focused on different aspects to determine their trust for the organization.  

Ethics Management 

 Individuals are bounded by an internal code of ethics, to know right from wrong 

and act accordingly (Kupperman, 1970).  Despite an organization’s communication 

efforts, if unethical business practices occur, the company’s actions will have long lasting 

effects.  Companies such as XYZ Financial have felt the burden of why ethics 

management should not only be introduced, but executed.  At the time of the crisis 
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breaking worldwide, the company was not equipped to handle or manage the external 

pressures from the public, or internally from their employees.  Hubbell and Chory-Assad 

(2012) assert that ethics and trust work simultaneously when it comes to employees’ 

views of how dilemmas are resolved.  An ethical environment, established by improved 

decision-making, work, and compliance processes, assists in managing the expectations 

of stakeholders (Lee & Cheng, 2012).  Through a combined list from several researchers, 

Lee and Cheng (2012) developed a list of critical initiatives, based upon Kaptein (1998, 

2010), Weaver, Trevino, and Cochran (1999) and Wieland’s (2003) work that all parties 

involved in ethics management should employ: 

 formal, written ethics codes that articulate an organization’s expectations 

about ethics; 

 ethics committees tasked with developing ethics policies, evaluating 

organization or employee actions, and investigating or adjudicating ethical 

violations; 

 ethics communication tools such as telephone hotlines or online forms, that 

provide a means for employees to report ethical violations, or to obtain 

advice; 

 ethics officers, also known as ombudsmen or compliance officers, who are 

charged with coordinating ethics policies and training programs and 

investigating allegations of misconduct; 

 ethics training programs aimed at helping employees recognize, react, and 

respond to ethical issues; and 
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 formal disciplinary processes to address unethical behavior; and incentives 

and rewards for ethical behavior. 

Organizations should set clear written ethic guides to manage employee expectations.  In 

addition, open lines of communication to insure the employee feels that he or she is being 

heard by the organization.  Developing, implementing, and practicing ethical codes may 

mitigate uncertainty felt by the employees in the company.  Through these steps, a 

foundation of trust can be built or solidified between employee and organization. 

Crisis, Ethics, & Trust 

 XYZ Financial saw how the effects of unethical behavior of their parent company 

led to an international crisis.  Even though XYZ Financial was not itself involved, the 

effects of the crisis were felt throughout the company.  A crisis can disrupt an 

organization’s status quo, either in a positive or negative way (St. John & Pearson, 2016).  

Pratt (2012) defines a crisis as “a situation, or event that can be organizationally 

unnerving, disruptive, or interruptive” (p. 9).  Times of crisis are not only a threat to an 

organization, but are also recognized as a chance to change and grow (St. John & 

Pearson, 2016).  St. John and Pearson (2016) argued that a crisis is a chance to examine 

the ethical management within the organization.  This opens up an opportunity for an 

organization to take a deeper dive into specific areas to evaluate company moral and 

individual ethical compasses.  Numerous executives have identified the long-term effects 

of positive, or negative, ethical conduct in organizations and business transactions, and 

the results in how society perceives them (Zaharia & Zaharia, 2015).  Regardless of the 

direction of impact a crisis may have, organizations should use the opportunity to 

reevaluate the current perception of the company, as well as code of ethics, policies, and 



PERCEIVED TRUST IN A FINANCE COMPANY 24

overall environment.  Taking the opportunity to review each area listed in the previous 

statement may assist the organization in developing new strategies for improvement.   

Summary 

  Displaying fairness, creating trust, and establishing a welcoming environment 

aids in employees feeling more committed to a company.  As noted throughout this 

literature review, trust is a key element to organizations.  Whether this is pertaining to 

internal or external perceptions, open communication to promote a trusting environment 

may aid in a company’s success.  Yee and Yeung (2010) noted, ‘‘Sharing of factual and 

reliable information in an exchange will . . . reduce suspicion of hidden facts or self-

motives; these aspects will positively increase the perceived integrity and reliability of 

the trustee’’ (p. 148). However, trust is fragile (Auger, 2014) and can easily be broken 

over unethical actions of others.  Having an ethics system in place may assist in 

mitigating potential crises. 
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CHAPTER THREE: METHODOLOGY 
 

Introduction 

 The purpose of this qualitative, exploratory descriptive study was to develop a 

more thorough understanding as to why employees’ perceptions of trust in the 

organization have been steadily declining over the last few years.  Chapter Three will 

disclose the methodology selected for this study, and provide an in-depth explanation of 

the research design.  A description of how the participants were selected, as well as what 

data collection tool was used will be conveyed in this chapter.  As a final point, reflection 

on possible ethical considerations will be presented that could have arisen during this 

research.  

Since the scandal broke for XYZ Financial’s parent company, trust and credibility 

has diminished.  The GPTW survey had determined that employees’ trust in the 

organization was declining. This study sought to add clarification and specificity to those 

findings and identify the factors that have caused the decrease in trust in the organization.   

Research Question 

How do employees perceive factors that contribute to trust in XYZ Financial? 

Research Design 

 This study addresses employees’ trust in XYZ Financial.  An exploratory 

descriptive study was conducted to explore a small sample of employees’ perceptions of 

their trust in XYZ Financial overall and perceived factors that contribute to a trusting 

environment.  The population has already participated in the GPTW survey. That 

information has been quantified and analyzed.  However, there were limitations of the 

survey, specifically the lack of open-ended questions.  This study expanded upon those 
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findings through recorded and transcribed interviews to identify factors attributing to the 

decreased reported levels of trust in the organization.   

 The responses were gathered through an exploratory descriptive study approach.  

Creswell (2013) defines exploratory research as the investigation of a phenomenon that 

had little clarity, and that descriptive studies describe the responses of the subjects. 

Gaining an understanding of the employees’ perception was the focus of this research.  

Utilizing an exploratory descriptive study approach, detailed examples will be presented 

to explain employees’ responses to the GPTW survey in more depth.  In addition, a 

question was asked to determine if the employees were providing answers on behalf of 

themselves or a group.  There may be a commonality among a specific group of people’s 

perceptions within the company.   

Utilizing a qualitative approach required that certain steps, or checks be 

completed.  Creswell (2014) identified six items that must be met in order to produce a 

quality study.  To adhere to his rule there must be a clear issue to be discussed, an 

understanding that the topic has intrinsic merit, a clear description of the analysis, 

identification of all themes related to the analysis, and provision of a generalization at the 

conclusion.  In addition, the researcher should provide an honest reflection of her position 

in the study.  

Applying an exploratory study allows for the illustration of the research to better 

describe the subjects’ perceptions (Creswell, 2013).  Utilizing this approach may reveal 

findings on various levels within the organization, such as departmental level or for the 

company as a whole.  The use of an exploratory descriptive approach is critical to this 

type of study for exposing if one event, or specific treatment of employees, has 
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contributed to the employees’ perception of trust factors.  The participants’ perceptions 

may explain why employees are losing trust in the company’s leadership, as well as in 

XYZ Financial. 

Participants/Data Sources and Recruitment 

Population and Sample 

 Approximately 1,000 people across the United States are employed by XYZ 

Financial.  The population of the study consisted of those employed by XYZ Financial 

who completed the GPTW survey.  Although not all employees completed the survey, the 

organization has a robust response rate of 70-90 percent over the last four years (2014-

2017).  From the population, the sample group was determined by location and employee 

grade level.  With the assistance of the director of the service centers, approximately 30 

participants from the two Midwest and single Pacific area service centers were invited to 

partake in the interviews.   

The sample consisted of 30 invited participants, with 10 employees from each of 

the company’s service centers where the majority of the workforce is located.  Each of 

the employees are a part of a volunteer group that represent their respective service 

center.  These volunteer groups consist of employees from each department to insure that 

all areas of the service center are represented appropriately.  The main function of these 

volunteers is to be the liaison between their peers and management.  Due to the location 

of employees, phone interviews were conducted.  Upon the acceptance of participants, 

interviews were conducted and recorded, and the findings coded. 

 

 



PERCEIVED TRUST IN A FINANCE COMPANY 28

Participant Selection 

Individuals were selected from the company’s three service centers located in the 

Midwest, as well as the Pacific Coast.  The service centers house majority of the 

company’s employees and expressed the most distrust for the company.  In these 

locations, the employees are responsible for customer service, credit, and funding.  

Paygrades 1-9 represent an overwhelming 86.88% of employees.  Due to the large 

number of employees in the 1-9 paygrade range, these employees will make up the 

sample group.  XYZ Financial’s pay scale is associated with a grading structure such as, 

entry to middle level (Grades 1-9), middle managers (Grades 10-11), senior managers 

(Grades 11-12), and executives (Grades 13+).  Employee tenure was not considered 

during this recruitment; however, an employee must have at least participated in the 2017 

GPTW survey to partake in interviews.  In total, 14 interviews took place until data 

saturation occurred. 

Recruitment for Interviews 

 In the initial phases of recruitment, the director of the service centers provided a 

full list of grades 1-9 employees.  Prior to the recruitment email, a general company 

email was sent out to all managers notifying them of the study.  Included in the email was 

a comment noting the leadership team’s approval for this research to be conducted.  It is 

necessary to keep middle managers aware of the research that was taking place.  With the 

manager’s consent, the employees were contacted via email to request their participation.  

The invitation to participate email was sent to all the employees.  The email consisted of 

information regarding the study, as well as the consent form to participate (Appendix B).  

If the employees did not respond to the initial email, one follow up email was sent to 
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engage interest.  If no response was received after a follow up email, the non-responding 

individual was taken off the list of potential participants.  Employees who wanted to 

participate in the study emailed their signed consent forms back to the interviewer.  Once 

the consent form was obtained from the employee, interview times were arranged.    

The selection process was done based upon random sampling within the volunteer 

groups.  A general email was sent out from the researcher to employees informing them 

of the study.  This allowed for the employee to understand what the study was about, and 

provide them the opportunity to decide if they would like to participate.  From the email, 

they had the opportunity to accept or decline the invitation.  Having this knowledge then 

allowed for the researcher to exclude the participant prior to interviews.  The human 

resources advisor for these volunteer groups assisted in the recruitment of participants.    

Data Collection Tools 

 Interviews consisted of open-ended questions, to establish the participant’s 

perception of trust based upon the following topic areas from the GPTW survey: 

environment, culture, crisis, and leadership. Specifically, each content area is to allow for 

a greater understanding of participants’ view of their teams, the organization’s leadership, 

and the organization’s environment as a whole.  Each interview did not exceed 60 

minutes.  There was a review with the employee proceeding the interview to member 

check the provided information.  Specific questions are listed in Appendix C and 

described later in this chapter.  

All interviews were recorded via a Sony ICD-UX560 recorder.  The recorder has 

the ability to upload all recordings to a computer, as well as passcode protect each 

interview to insure confidentiality.  The researcher also took manual notes using her 
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secured laptop as a secondary means to insure accuracy.  All files were password 

protected and inaccessible to anyone other than the researcher and the dissertation-in-

practice committee. 

Sample Questions and Topics 

The following topic areas presented extend the material covered by the GPTW 

survey.  In addition, they explored the employees’ perceptions of the company on 

multiple levels that have been previously overlooked.  When deriving these areas, 

GPTW’s definition of trust is utilized.  The full question list can be found in Appendix C.  

Each employee was asked, after demographic background and prior to the official 

interview, questions if their answers are representing their own ideas for this or 

advocating on behalf of their group. 

Environment 
 

 How would you describe a trusting work environment? 
 How would you describe your current work environment? 

 
Culture 
 

 How would you describe XYZ Financial’s culture? How could it be improved? 
 How would you describe the parent company’s culture? 

 
Leadership 
 

 How would you describe the leadership team’s approach to leadership? 
 How would you describe the parent company’s approach to leadership? 

Crisis 
 

 Who do you hold responsible for the 2015 crisis? Why? 
 How has this impacted your everyday work?   

 
Each section’s questions were designed to get to the heart of the potential underlying 

issues that have plagued XYZ Financial as it relates to trust.   
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Data Collection Procedures 

 When participants were invited, they had one week to sign the participation 

waiver of consent and send back via email or interoffice mail.  Once the participant had 

signed the waiver of consent an interview date and time was established at a beneficial 

time to both the researcher and participants.  Due to the participants not being located 

near the researcher, phone interviews were conducted.  These interviews occurred during 

working business hours.   

 The research and study came at no cost to XYZ Financial or the participants.  

Following the interviews, the recordings were uploaded to an online service called Temi.  

The company has the capabilities to automatically transcribe audio documents and 

convert them to text within five minutes (Kenny, n.d.).  The site automatically saves the 

documents to the individual’s web browser’s download history.  The company allows for 

the users to immediately delete their files or save on the websites data encrypted servers.  

This is to maximize privacy and confidentiality.   

Memoing was also utilized to allow the researcher to analyze interviews as well 

as ideas that emerge during the project that can assist with the narrative of the final report 

(Creswell, 2013). To maximize confidentiality of the individuals participating, all files 

were stored under the employee number assigned to them, as well as the general 

department.   

Trustworthiness and Credibility  

 Creswell (2013) discussed eight primary strategies that can be implemented to 

provide validity and trustworthiness for qualitative research.  Of the eight strategies, 

seven were planned, executed, and described below.  Due to time constraints of the 
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dissertation in practice, prolonged time, which is extended time in the field with the 

sample (Creswell, 2013), was not completed.  All other strategies were implemented to 

establish credibility and trustworthiness of the research.   

 Member checking was also utilized to validate and assess the trustworthiness of 

the interview results (Doyle, 2007).  Applying member checking provides the opportunity 

for the researcher to check and review results with the participants (Birt et al., 2016).  

Initial interviews were conducted, with the opportunity to follow up with the participant 

immediately at the conclusion of the interview.  Doyle (2007) found that this empowered 

the participants, as they were awarded the opportunity to remove or add from the data.    

Rich description, discrepant information, and peer debriefing was utilized, as 

well.  Rich description allowed for the reader to feel as if they share the experiences and 

thoughts of the participant.  This offers a perspective on the themes (Creswell, 2013).  

The use of discrepant information provides a counter to the themes.  Using this particular 

strategy may allow for the reader to see a more realistic view of all the evidence 

(Creswell, 2013).  Utilizing discrepant information could assess if there was a perceived 

participant delusion based upon information provided to them verbally or written, despite 

what the participant had been exposed to, or experienced.  

Peer debriefing is similar to the confirmation check done in member checking.  A 

peer debriefer is a fellow peer who did not participate in the study, however, is a part of 

the population (Creswell, 2013).  A selected employee, who did not partake in the study 

acted as a peer debriefer to ensure the quality and validity of the information collected.  

The individual was obligated to sign a consent form, as well.  
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 The final two strategies that were implemented to manage bias were the 

researcher’s self-reflection, as well as an external auditor.  Providing a self-reflection, in 

addition to the researcher’s own interpretation, creates an honest narrative for the reader 

(Creswell, 2013).  Memoing from the researcher was executed on the topic.  The 

employment of an external auditor should be one who is not familiar with the project.  

Creswell (2013) suggested that the auditor should not be familiar with the researcher or 

the project as a whole so that they can remain objective throughout the whole process.  

An individual outside of the company was utilized for this objective view.  In addition, a 

dissertation committee of Creighton University professors was utilized for this portion of 

the credibility check.  

Data Analysis Procedures 

Qualitative studies involve the collection and assessment of data that presents 

itself in a way so that participants are involved and give their personal interpretation of 

the specific research topic (Creswell, 2014).  The interviews were used to expand upon 

the historical data of the GPTW survey.  The use of an exploratory descriptive approach 

aided in determining employees’ perception of factors that they attribute to trust.  Babbie 

(2014) mentioned that the gathering of qualitative data is used to explore social 

information.  XYZ Financial’s overall company GPTW survey score in 2015 was an 

82%, which fell to a 76% in 2017.  The interviews allowed for an explanation as to the 

possible factors that contribute to the lack of trust in the organization.   

Creswell (2013) illustrated a chart in his work describing six elements suggesting a 

broad linear, hierarchal approach to data analysis.  Each step should be implemented 
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during the analysis process to assess if there is a phenomenological presence.  The six 

steps that Creswell (2013) draws upon are: 

1. Obtaining raw data (transcripts, memos, etc.) 

2. Prepare data for analysis (validate for accuracy) 

3. Read through data 

4. Code and develop themes/descriptions 

5. Interrelate the themes/descriptions 

6. Interpret the meaning of the themes/descriptions 

As previously mentioned, initial interviews were captured via a Sony recorder, as 

well as electronic notes (memos).  The software that was utilized is an online service 

called Temi.  The company promotes the ability to automatically analyze audio 

documents and convert them immediately to text (Kenny, n.d.).  However, this is only an 

instrument to assist the researcher to convert audio files into digital interview transcripts.  

Written transcripts were compared to the recordings to verify accuracy.  Coding was 

conducted based upon the interview transcripts, as well as the researcher’s memos.   

Coding Analysis 

 Saldaña (2016) described coding in qualitative studies as “often a word or short 

phrase that symbolically assigns a summative, salient, essence-capturing, and/or 

evocative attribute for a portion of language-based or visual data” (p. 9).  Coding is not a 

one-time process, very rarely is it executed on the first attempt (Saldaña, 2016).  The 

following was the approach taken to code during and post interviews. 

 The coding process began during the initial interviews via memoing.  Qualitative 

researchers tend to code their data during and proceeding the data collection process 
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(Saldaña, 2016).  Memoing assisted in the coding process as the interviewer was able to 

note tone, in addition to pauses during the interview.  These indications and notes were 

utilized during the open coding process to form the initial codes.  Following the 

completion of the interviews, the audio was transcribed by an outside company.  The 

transcripts were then compared to the written notes from the interview, in addition to the 

audio, to verify for accuracy.  To complete the analysis, the following steps were 

executed.  They are explained below. 

1. Interpretation 

2. Open coding 

3. Axial coding 

4. Review field notes 

5. Repeat open coding  

6. Verify that the themes and categories are reflective of the results and study 

7. Member-checking 

8. Confer findings with dissertation committee members 

9. Repeat previous steps if necessary 

10. Post-Coding 

Each of the steps presented is an integral part to finding and establishing XYZ Financial’s 

employees’ perception of trust.  Through each step it was the researcher’s hope to gain 

further insight into what factors are perceived to be attributing to the lack of trust in the 

organization. 
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Interpretation 

 “Interpretation in qualitative research involves abstracting out beyond the codes 

and themes to the larger meaning of the data” (Creswell, 2013, p. 187).  Creswell (2013) 

continued that interpretation could be based on hunches, insight, or intuition.  Field notes 

were taken during each interview, in addition to recordings.  Prior to the verification of 

the audio recordings, transcripts, and notes, interpretation were included in each memo.  

There were plethora of areas that recordings or transcripts could not capture.  A few areas 

not captured by the recordings or transcripts were, but not limited to tone, body language, 

and facial expressions.  These are forms of expression that were considered and drawn 

upon when developing high level themes.  They were reflected in the researcher’s 

memos.  

Open and Axial Coding 

 Open coding was the initial step for coding the major categories from the 

information (Creswell, 2013).  Saldaña (2016) refers to open coding as initial coding, 

which leads into axial coding.  Axial coding is the extension of initial coding.  The 

purpose is to review the original themes and determine which are more important or of 

less importance (Saldaña, 2016).  This process was conducted several times to ensure that 

each theme and category represents the interview material to its fullest.  In vivo coding 

was also a part of the process.  In vivo coding utilizes actual words or short phrases 

directly taken from the recorded data (Saldaña, 2016).  This allows the results to keep 

true to the employees’ perceptions. 
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Verifying Results  

 Saldaña (2016) suggested talking to colleagues or a mentor regarding the coding 

or analysis process you have completed.  In addition, member-checking was 

recommended to verify that the researcher had captured the information.  Both were 

executed to validate the coding process and to authenticate that the coding accurately 

reflects the participants’ perceptions.  The dissertation committee provided expert 

knowledge, as well as new insight into possible new ideas.  

Post-Coding 

 Following the completion of coding, a list of themes were developed.  Choosing 

the themes that were the most vivid and represented the study were key elements to the 

research (Saldaña, 2016).  The themes were arranged in a hierarchical disposition based 

upon the results, that featured overlaps, sequential order, concurrency, domino effect, or 

networks.  Each relationship will be discussed in Chapter 4 thoroughly to provide the 

reader with a clear understanding of the findings. 

Ethical Considerations 

 Creswell (2014) discusses the need for a code of ethics, as well as application to a 

university’s institutional review board (IRB).  Obtaining the appropriate permission from 

the respective authorities is critical.  For this research, in addition to Creighton 

University’s IRB, approval by XYZ Financial’s leadership team was needed in order to 

progress with the study.  Following approval from both boards, permission from the 

participants was needed to move forward with data collection.   

 In addition, the researcher is a part of the population and sample group for the 

study.  Additional measures were taken to minimize bias throughout the research process.  



PERCEIVED TRUST IN A FINANCE COMPANY 38

As previously mentioned, member checking, peer debriefing, as well as external auditing 

were utilized to counteract potential biases during the interview process or data analysis.   

 The last concern is confidentiality amongst the participants for the interviews.  

There are several departments within the organization; however, they each are a part of 

up to five major areas.  To avoid recognition of the participants, each participant was 

identified with a pseudonym.  Each employee was referenced as Participant A, 

Participant B, etc. to avoid compromising confidentiality.  In addition, when referencing 

the participant’s department, only the highest-level tier was utilized.  For example, the 

residual values and commercial credit departments are separate, but fall under risk 

management.  Employees from these departments were identified as risk management 

employees.  It is noted that the director of the service centers assisted in the recruitment; 

however, they did not know which final employees were selected to participate in the 

study.  Only the researcher and committee of Creighton University professors know the 

identities of the interview participants. 

Recognizing that there is a connection between the company and the researcher, 

there are several cautions that were implemented to mitigate these issues.  The raw data 

results were provided to the dissertation chair and second chair to reduce personal bias.  

In addition, the chair and second chair had full access to all interview recordings, as well 

as electronic notes.   

Summary 

  Qualitative research serves the purpose of “exploring and understanding the 

meaning individuals or groups ascribe to a social or human problem” (Creswell, 2014, p. 

32).   Understanding the main factors of trust in organizations is what this dissertation in 
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practice sought after to find.  Based upon the findings of the Great Place to Work ® 

survey, and employee interviews, this research will navigate the perception of trust or 

trustworthiness, as it relates to direct, executive, and overall organizational leadership and 

commitment.  In addition, understanding the role that the parent company plays in the 

image and perception of the subsidiary may be obtained.  Through this dissertation in 

practice, the researcher hoped that the information that may be identified in the study will 

have value added to the organization.   
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CHAPTER FOUR: FINDINGS 

Introduction 

 This chapter will present the research findings based upon the 14 one-on-one 

interviews with XYZ Financial employees.  Incorporated into this section are the purpose 

and aim of the study.  A description of the demographics is provided.  Following the 

demographics of the participants there will be an explanation of the coding analysis.  The 

final portion of the chapter is comprised of the examinations of each principal theme 

developed during the coding process. 

Purpose of the Study 

The purpose of this exploratory, descriptive study was to describe employees’ 

perceptions of trust in the organization.   

Research Question 

How do employees perceive factors that contribute to trust in XYZ Financial? 

Aim of the Study 

The aim of this study, through the use of an exploratory descriptive approach was 

to gain an understanding of the Great Place to Work ® findings that reveal deteriorating 

trust and credibility and to discover the main factors that contribute to trust in the 

organization.  

Participant Demographics 

 The demographic information taken from the sample population include the 

participants’ ages and years of service with the company are reported as aggregated data, 

while the department that each employee works within was grouped within four 

categories.  Pseudonyms were used to protect each employees’ identity.  Fourteen 
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participants were interviewed before reaching data saturation.  Of the 14 participants, six 

identified as male, six as female, and two identified as gender nonconforming. Of the 

participants, 57% were between the ages of 36-46.  More than 70% were in the credit or 

remarketing departments.  The average number of years spent working for XYZ 

Financial was approximately nine years.  Table 1, provides full participant demographic 

information.   

Table 1  

Participant Demographics 

Demographic 

Gender: 

Male 6 43%
Female 6 43%
Gender Nonconforming 2 14%

  
Age: 
22-35 5 36%
36-46 8 57%
47-55 0 0%
55 + 1 7%

  
Department: 
Credit 5 36%
Remarketing 5 36%
Funding 3 21%
Experience 1 7%

  
Years with XYZ: 
1-5 yrs 6 43%
6-10 yrs 3 21%
11-15 yrs 2 14%
16-20 yrs 2 14%
21 yrs + 1 7%
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Data Collection and Analysis 

Data Collection 

 Each interview was conducted via phone, with the participant and interviewer 

being located in private conference rooms or secure locations.  All interviews were 

digitally recorded and transcribed online through a professional speech-to-text 

transcription service (temi.com).   All digital audio recordings were compared to the 

transcriptions, as well as the researcher’s notes, to ensure accuracy.  This allowed for 

immersion into the collected data prior to the coding phase.  Each transcript had an 

average eight pages, for 115 pages total.  

Data Analysis 

 Two primary coding series were executed.  In addition, a third coding process was 

carried out during the initial interviews via memoing.  This preliminary coding tends to 

occur frequently with qualitative research during or after the data collection process 

(Saldaña, 2016).  Open coding was utilized to reveal what Saldaña (2009) called “first 

impressions” (p. 4), based upon the participants’ interview transcripts.  From open 

coding, 1,756 original codes were generated.   

Axial coding was then used to decide which categories were of most importance 

verse those that were of less importance (Saldaña, 2016), based upon the perception of 

the participants.  From the 1,756 original codes, axial coding produced 27 codes to be 

further analyzed. Preceding axial coding, in vivo was utilized to assess the broader 

meaning of the data to expand on the individual codes.  In vivo coding followed this, 

which then applied direct phrases to the results discovered during axial coding.  For 

example, open coding revealed codes that there were cultural aspects to the perception of 
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trust in an organization.  Axial coding determined that employee driven culture was the 

most important driving force for perceived trust.  In vivo coding included key statements 

from the participants interviews.    

After preliminary discussions with my dissertation chair, I then conducted two 

more cycles of open, axial, and in vivo coding.  With each cycle of coding and becoming 

more familiar with the collected data, more themes of importance were revealed.  The 

data began to exhibit more traits or patterns, which coincides with Hatch’s (2002), 

research that a researcher should consider patterns, not as regularities, but varying forms.  

With each cycle, Hatch’s (2002) characterization of patterns began to emerge from the 

pages of text.  Saldana (2009) listed and described Hatch’s classifications by: 

Similarity (things happen the same way); 

Difference (they happen in predictably different ways); 

Frequency (they happen often or seldom); 

Sequence (they happen in a certain order); 

Correspondence (they happen in relation to other activities or events); 

Causation (one appears to cause another). (p. 6) 

The results of the interviews provided insight into reoccurring events for participants that 

were similar, or same situations with different outcomes.  The frequency of situations, per 

their perception, became move evident, as well as the order of events that transpired.  

When the final questions were asked to the participants, their perception showed the 

relationship, in addition to cause and effect of events.  These findings were all a part of 

the coding process and will be presented in the next section. 
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Presentation of the Findings 

This next section will reveal the study’s findings through employee interviews 

and researcher’s memos.  Each participant stated that they were advocating on their own 

behalf, as an individual and not for their business unit.  Overall, the participants’ 

perception on what factors make a trusting work environment were similar.  Each 

participant perceived their current work team as exemplifying the factors that contribute 

to a trusting work environment.  Contrary to these micro-level perceptions, the 

participants felt that the company, as well as the parent company, fall short of exhibiting 

most of the factors that they described as comprising a trusting work environment.   

Discovered Themes 

The study’s findings revealed six major themes emerged from the coding process.  

These themes convey the beliefs and perceptions of the employees of XYZ Financial, as 

they relate to trust in a financial organization. The themes are trusting environment, 

employee development, styles of leadership, team culture, perceived company culture, 

and perceived employee pressure.  Figure 4 shows the relationship of the six themes to 

the initial research question being studied: How do employees perceive factors that 

contribute to trust in XYZ Financial?  First, I will describe how the themes are related, 

then I will describe each theme and provide examples. 
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Figure 1. Interrelationships of the Employees’ Perceptions 

 

 



PERCEIVED TRUST IN A FINANCE COMPANY 46

 The first three themes define and describe the employees’ perception of factors 

that aid in establishing and maintaining a trusting environment.  This was reflected in 

each interview.  The fourth theme was heavily influenced by the employees’ perceptions 

from the initial themes.  The employees describe their current team cultures, at the micro-

level, as ideal environments that foster trust through the participants’ perceived factors of 

a Trusting environment, Employee development, and Styles of leadership.  However, 

when viewing XYZ Financial and the parent company, the employees’ perceptions of 

environment shifted, as demonstrated by the broken lines.  This relationship has an effect 

on perceived trust in an organization overall, though it may have an indirect influence on 

team culture. 

 Trusting environment, Employee development, and Styles of leadership are 

interconnected to Team culture, but not with each other.  The initial three themes 

represent the overall categories employees believe attribute to a perfectionistic culture, 

meaning the environments are their ideal environments.  These themes were also 

described when employees’ discussed their individual team cultures.  While not related, 

each theme builds upon one another to create the desired environment based on 

employees’ perceptions.  Perceived company culture and Perceived employee pressure 

have a direct effect on trust, and may indirectly challenge and effect Themes 1-4.  As 

expressed by the employees during the interviews, they see certain actions on the larger 

platform of the company effect the team units.  The themes provide a set of employees’ 

perceptions of what contributes to trust in an organization, in addition to how they 

currently view the organization from team through parent company levels.  
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Theme 1: Trusting Environment 

The first theme explored the participants’ definitions and perceptions of what 

constitutes a trusting environment.  Each participant provided their description of what 

they perceive to be a trusting environment, while accentuating key attributes that they felt 

influenced the specific environment setting.  The participants’ stressed the need for open 

communication (sub-theme A), as well as comfort and connection (sub-theme B) as 

necessities for a trusting atmosphere.  These sub-themes are described below. 

Sub-theme A: Open Communication.  Participants emphasized the need for 

open communication as one of their perceived characteristics of an environment where 

participants trust each other and management.  For the purpose of this dissertation in 

practice, I call this a trusting environment.  The participants expressed that trust is a vital 

aspect of initiating and continuing such an environment.  Further, the majority of 

participants believed that open communication was a crucial element to trust.  Participant 

B, an employee with over 15 years’ experience with XYZ Financial said the following as 

a key attribute for a trusting environment: 

There has to be a level of trust between you, your employees, and peers so that 

you can talk about anything and to a certain extent, I guess. And feel comfortable 

with being able to relay that information. So, I guess if I had to narrow it down, 

open lines of communication are the key [for trust].  

Other participants expressed the same perception of the need for open lines of 

communication as being a crucial element for trust.  Participant I stated that, “I would 

describe a trusting work environment as one with communication. It is communication, 

communication is direct, both formal and informal.”  Participant J, who has been a 
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contractor and permanent employee of the company for several years, expressed their 

perception of what the basic needs are for a cohesive environment: 

[A trusting] work environment where there is open communication amongst 

everyone, not just the supervisors or managers, but peers too. Not just an open 

door policy, but just general communication across the board, the same. That is 

just my opinion on a strong and trusting environment.  

 An interesting finding amongst the three participants was that despite their tenure 

or position with the company, they shared the same perception of what is a driving force 

of trust when describing their perception of a trusting environment.  These perceptions all 

included lateral and vertical open communication, having the ability to speak without 

judgement, and to feel as though they were heard.  All 14 participants, during this portion 

of their interviews, voiced that communication is a key element to trusting their peers, 

leaders, and organization. 

 In summary, sub-theme A explored the perception of participants and the role of 

communication.  The participants explained their desire for open communication among 

all participants, from the top to bottom of the organization.  Often the participants would 

mention that there was a disconnection at times through various levels in the 

organization.  That disconnect will be further discussed in Theme 5. 

Sub-theme B: Professional & Personal Connections (Comfort).  Another key 

characteristic that the participants had mentioned was the need for comfort and human 

connection on both a professional and personal level.  Participants’ perceptions of 

comfort stemmed from a sense of family among their colleagues, in some cases including 

their superior.  Half of the participants directly stated that this was a strong element to a 
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trusting environment, especially the ability to be oneself.  In addition, the participants 

believed that minimizing the fear of making a mistake and replacing it with support and 

constructive feedback aided in the comfort and happiness of coming to work.  Participant 

C explained their work environment as being family oriented: 

Well, I like to think of it as a family type culture, you know, we all get along [the 

team]. We can share our personal, um, personal lives with each other, good and 

bad. There is never any sort of judgements at all. I think the culture here is very 

family orientated and feel as if they are uh an additional part of my family. 

Participant D, who is in a different department than Participant C, also shared that, “I feel 

like I can be myself around them. I am not afraid to make a mistake… I feel that it would 

be okay if I made a mistake with them [peers].”  Two different participants, from separate 

departments share the same feelings of comfort due to the environment they work in.  

The participants have this mutual perception due to the trust among their colleagues on 

their teams.    

 Other participants have shared similar stories of how the personal connections 

benefit the work place and professional connections they make.  Participant F described 

their experience in one of the Midwestern centers: 

I've never seen a group of [supervisors] people who have paid that much attention to 

establish a personal connection with each one of them [the employees].   

Remembering the [employee’s] name, even our children's names, saying good 

morning, and stopping by at our desks.  Everything is going on an open door policy, 

well we can pretty much go to their room [office] and [anywhere] in the entire 

building.  
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Participants discussed further how these personal relationships balance and 

benefit the professional relationship. When describing their current work environment, 

Participant L attributed the environment to their manager; “My current manager, Mr. A, 

makes sure that we have an environment that not only is conducive to the business 

relationship but to the personal relationship."  The participant continues to discuss how it 

is employee oriented, which aids in their happiness, as well as what they perceive as their 

team’s happiness.  

In summary, sub-theme B examined the motivating force for employee comfort 

that assists in establishing a trusting environment.  The four participants, while working 

in various locations and departments, all shared their need for comfort in their work 

environment.  This was displayed through the personal and professional connections, and 

the ability to learn and grow from their mistakes.   

Open communication, as well as professional and personal connections were 

echoed through each interview as attributes to a trusting environment.   Each of the sub-

themes was a perceived building block to each of the participants.  The participants truly 

believe that the sub-themes listed are key attributes of creating a trusting work 

environment.   

Theme 2: Employee Development 

The second theme is centered on the participants’ beliefs of the benefits of 

employee development.  Specifically, participants discussed their personal experiences 

and opinions on the return that mentoring provides.  In addition, participants expressed 

how investing in XYZ Financial employees can create stronger leaders and intercompany 

connections.      
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Sub-theme A: Mentoring.  Whether the participant had a mentor, or sought after 

one, this discussion was brought to the forefront in several of the conversations.  

Participants expressed their desires to either be mentored, were mentored by previous 

bosses, or felt that it should be an opportunity for career development.  Participant D’s 

perception of the current training is that the training is not up to standards.  “We need to 

start developing the talent in the pipeline first, so that when they become supervisors or 

leaders they are better equipped rather than training them after they become a supervisor 

or after they become a manager.”  The participant believes that the initial job or 

leadership training should be conducted prior to job appointment.  The current structure is 

a potential new hire or employee-receiving promotion takes a course, which only lasts a 

few days and must pass an exam to be offered the job.  The participant believes the 

current structure is not sufficient and that leadership training is done while on the job and 

already in the role, which they feel is counterintuitive.  

Some participants do believe there is a methodology to XYZ Financial’s 

leadership development; however, it is not appropriately executed.  Even with a 

development practice in place, it seems that there is still a lack of execution.  As 

described by Participant E, “I think that the methodology to the leadership approach is 

good and is there.  [There is] something [current leadership plans that] you can execute it 

and talk about doing things, you know, helping leaders to, you know, grow and become 

more effective leaders, but then I don’t think it ever really happens.”  Participant E 

expresses that there is “something” in place by mentioning that there is a methodology; 

however, believes that it is not executed or carried out.  There are those participants who 

look for mentors in their managers instead of pursuing a formal program from the 
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company.  One participant found that it has been a critical element to their success in the 

organization.  Participant H shared that: 

I have always looked up to her as a mentor, someone that I can trust [to] give 

feedback when I need and when I deserve it.  Ultimately it is just a sound business 

relationship where I can, I can trust that she is looking out for my best interests, 

but also challenging me when there is a, when there is other opportunities that 

will be a growth opportunity for me. 

Participant H believed that this relationship adds value to their career.   

 The participants revealed that there may be a company strategy to developing 

leaders; however, it falls short of delivering.  Those who have created their own 

mentorships with managers find that they are in a better position for overall success.       

Sub-theme B: Advancement Opportunities.  Advancement opportunities were 

stressed as a key point for trust in an organization.  The participants’ perceived hiring-

from-within shows a level of trust in your employees.  Participants spoke about their 

managers assisting them in seeking promotion or introducing cross training, to learn 

various job functions within their business unit.  For example, an employee in Dealer 

Remarketing shadowing and learning the role of Customer Remarketing to gain addition 

knowledge and/or experience.  Though there were some who felt that the company has 

tried to outsource or prioritize temporary employees over permanent employees.  These 

actions gave participants the perception that when you train current staff to succeed and 

be promoted from within, it demonstrates more trust from the organization in its people, 

attributing to a more trusting atmosphere.  However, when detailing what drives the 

employee-first culture, the subthemes found were more derived from perceptions at the 
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team level than perceptions of the company level as a whole.  Throughout each interview, 

whether the participant felt that the initiatives had been executed or not, the participants 

had made comments about leadership attempts to improve the company.  The participants 

felt as though there was more that the leadership and the company could do about 

promoting internal advancements.    

Participant H stated that, “helping to move me in the right direction or at least 

finding projects that would bring me closer to a job opportunity that I would be interested 

in the future,” is something that needs to be done.  Having a manager who assists the 

employees was perceived to be more in line with what the participants were seeking.  

One manager showed what employees are looking for, according to Participant J: 

I'm actually very comfortable and really happy with how open they are about it, as 

well as the advice, not where they think we should be going, but what steps we 

should take to try to get to where we want to be and not just more or less, but also 

helping us set up the shadows [experiences] and following up with and so on.  

Participant L shared a similar experience within their department on how they are trying 

to improve cross-training employees: 

We just started doing that [training outside of their immediate role], where we 

were combined the culture to devise a [plan] where I'll be working in [the] 

southern region and then the northern region and vice versa. [Interviewer] It's 

almost like a cross-training is needed. [Participant L] Exactly. I like that word.  

Both Sub-theme A and B share the participants’ beliefs that a formal mentor 

program, as well as restructuring the current leadership programs, would be beneficial to 

employees.  The participants expressed the need to feel as though they are being 
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delivered equal opportunities across the company.  In addition, there was an expressed 

need for confidence in their abilities.  Hiring from within establishes that trust in 

employees and the training that the company is providing them.    

Participants believed that the best form of employee development is through the 

benefits of mentoring and internal hiring.  The participants, who felt that their manager 

cared for them, believed they would be more successful.  Participants also equated their 

manager’s belief or disbelief in his or her ability as an employee to determine their 

overall level of trust in the organization.   

Theme 3: Styles of Leadership 

This theme and sub-themes describe the participants’ perceptions of qualities of 

an ideal manager in a financial institution.  All of the participants’ believed that their 

manager is an ideal example.  During the interviews, each participant believed their 

manager exhibited traits of either a servant or laissez-faire leader.  However, when 

discussing their style a few of the participants’ would describe conflicting views.  The 

consensus for the participants’ preferred style of leadership was not how they described 

each of their managers.  This will be further discussed in Chapter 5.   

Sub-theme A: Servant Leadership.  While a little over a third of the participants 

described their managers as servant leaders, two distinctly used the term.  Each 

participant expressed satisfaction and approval of this style.   Participant E specifically 

stated, “My manager[‘s] approach to leadership is very servant leadership and [they] are 

there to help me, help me break down roadblocks, get me answers that I need to complete 

my role.”  Participant M said, “His approach is servant leadership style.”   
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Some participants distinctly used the term servant leadership to describe their 

manager or indicated that they perceived their managers styles to be servant.  For 

example, Participant A also viewed their managers as someone who served their 

employees without utilizing the term.  “My manager’s approach is all about relationship 

building I think, um, and when I say that they really get to know me as an individual, 

[their manager] really got to know me as an individual.”  The participants all believed 

that their managers’ practices as a servant leader were desirable.   

Sub-theme B: Laissez-faire Leadership.  The second leadership style described, 

but never indicated by name, was laissez-faire.  A majority of the participants believe 

their managers to be extremely hands off, non-micromanagers.  These managers give the 

employees the autonomy to execute their job, however they see fit.  Participant B 

disclosed two different leadership experiences, both perceived to be characteristic of 

laissez-faire leaders: 

His approach to leadership is very hands off, which is a style I relate to and 

appreciate very much. He really gives us complete autonomy to do the things that 

we need to do in our roles to be successful. 

In this statement, they are describing their current manager.  In the next quote, Participant 

B is speaking about their mentor: 

I really enjoy talking to them, picking their brain, watching the kind of work, their 

style and they’re very, seems like [they are] a very kind of a hands off kind of 

person, but will hold you accountable and very matter of fact. That's the other 

thing [style] I like. 
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 In addition, Participant K revealed the same desires for laisse-faire leadership 

from their manager, “Their approach [to leadership] is to kind of let you, they'll assist 

you, but not micromanage you, but you know a balance, managing and helping, which I 

really appreciate.”  The employees accepted and embraced the manager’s styles when 

they appear to be “hands-off” or “non-micromanagers”.   

Each of the participants who expressed favor for this form of leadership 

appreciated the independence that they were given to do their job.  Their perception was 

that if the manager did not oversee them in a micromanager capacity, then there was 

mutual trust to get the task done.  Participant D shared that appreciation:       

My manager, their approach is an engaged leader and our processes in what we do 

and involve people, but they’re not a micromanager. So they’ll kind of ask for us 

to do something and asked for the end result and doesn't have a lot of say in 

exactly how we get to that end result… he challenges us in a fair way, so he gives 

us assignments that he knows that we can handle and he's there if we have 

questions, but he was just kind of do our thing and if we need coaching along 

where at the end he's there for us. 

 The three participants believe that the most desirable form of leadership, whether 

from a manager or mentor, is a hands-off approach.  Allowing the individual to succeed 

on their own while creating enough trust, that if there is an issue or question, they can 

seek assistance.  Both sub-themes A and B are primarily based on giving the employees 

the space to accomplish their task, have minimal interaction, but provided with guarantee 

support.  The participants’ believe that servant and laissez-faire leadership are the most 

appropriate and conducive styles for managers within this financial institution.   
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Theme 4: Team Culture 

Theme 4 and its subsequent sub-themes describe the employees’ perceptions and 

belief about their direct team’s culture.  The participants expressed happiness within their 

business units, as well as trust for their peers.  All 14 participants shared this view in 

regards to their team.  In addition, each participant felt as though they generated a 

trusting environment and worked cohesively with their colleagues.  The participants’ 

perceptions of happiness with their team, as well as mutual trust established for them 

what they see as a sound work environment.   

Sub-theme A: Happiness with the Business Unit.  As mentioned, each of the 

participants had expressed support and happiness within their direct team.  This is in 

contrast to the next theme where the participants’ perceptions and beliefs address their 

feelings about the company as a whole.  Each participant specifically pointed out their 

experiences and reasons why they enjoy coming to work every day.  Participant A said, 

“It’s a very happy and just a very good working [team] environment and [coworkers are] 

very good people to be around on a day in and day out basis.”  The participant believes 

that their team, as well as the environment make for an ideal work setting.  They further 

explained how their happiness and comfort is attributed to the trust among each member 

of the team.      

Other participants, such as Participant G, feel that the work environment is 

cohesive due to levelheadedness of their team members. “I would say current work 

environment, I think the people that work here are good and have good head[s] on their 

shoulders and work.”  In addition, the participants described how the empowerment from 

one another contributes to the overall health of the team.  As discussed in Theme 1, 
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employees crave the personal connection in addition to the professional.  Participant H 

stated that when that personal connection exists, it assists in creating an overall positive 

environment for employees: 

I think it is a positive work environment that I think we have a very strong team. 

[The team] collectively work very closely together. I am better able to empower 

each other. Um, really a close-knit team that really works together for a common 

goal. 

The participants’ described their current work environment as what they see as a best fit 

for overall happiness within a job.   

Sub-theme B: Trust.  Sub-theme B differs from Theme 1, as Theme 1 provides 

the participants’ perceptions and definitions of trust.  This sub-theme describes the 

participants’ perceptions of trust within their direct teams.  Theme 1 set the stage for the 

analysis so that there is a clear understanding of how the participants define trust.  This 

section will explore how the participants feel within their business unit.       

All 14 participants during the interview described a trusting environment among 

their direct team (micro-level). This sub-theme is to show that perception of mutual team 

trust.  In addition, this sub-theme explores what makes their direct team a trusting 

environment.  This differs from sub-theme A, as happiness is perceived to only be one 

factor to creating a conducive work environment.  Participants’ perceived trust to be 

another factor in creating a workable environment.  Participant L described the 

environment as, “extremely trusting, we all trust each other.”  Whereas, Participant A 

discussed how they can truly depend on their colleagues and how it allows work to be 

done: 
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I have a lot of trust for my colleagues. Um, again, you know, we are very open 

and honest and you know. I know that I can lean on them for certain things to be 

done and if there needs to be some confidentiality around certain discussions we 

have, I can trust them to keep those things confidential. 

Participant M shared a similar experience.  They recalled how they operate on a day-to-

day basis.  In addition, they explained how respect assists in keeping this trusting 

environment: 

A trusting environment that is completely how we operate. Um, so we work really 

well together. We have each other's backs… There is just such a respect that we 

have for each other and our team. Really, anyone we are working with in terms of 

how we operate our honesty, our integrity, and really just want at the end of the 

day.  

 The fourth theme explored the current culture within the employees’ teams.  Each 

participant described his or her beliefs as to their current work environment.  The results 

of the interviews showed that the participants were happy within their current jobs.  In 

addition, they felt there was trust among them and their colleagues that played a role in 

creating such an encouraging environment.  The next theme will focus on the participants 

perceived company culture as a whole.  

Theme 5: Company Culture (XYZ Financial/Parent Company) 

The following section will examine the participants’ frustration with the company 

and parent company.  This differs from Team Culture (Theme 4), as it does not include 

their direct teams.  Presenting the information separately allows for a contrast to be 

shown of the participants’ perception of and beliefs about XYZ Financial and the parent 
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company.  It is worth noting that eight of the 14 employees noted a form of frustration or 

dissatisfaction with the companies.  All participants expressed blame for the U.S. crisis 

and changes to their job due to the actions of the parent company.  A few participants 

were satisfied with the company.  However, they have limitations to their satisfaction.  

The participants’ believe that there are still areas for improvement, but express 

compassion and understanding for the company.  Other participants believe there is no 

stability to the culture.  According to Participant E:  

Our culture is, I would say unstable. So there are times when things are going 

really, really good and everyone's happy and it's like everyone's rallying around 

things. Um, but I feel like when something goes wrong or new changes [are] 

introduced, then it's sheer chaos. 

The participants felt as though there were times the companies would say what actions 

they plan to take in order to accomplish needed changes.  However, the participants’ 

believed that the actions were not followed through.  Participant M expressed how they 

believed that the companies constantly have conflicting views and do not execute what 

they discuss, “There’s a lot of times we're like saying what we want the culture to be, but 

that's not always the reality of what it ends up being.”  The following sub-themes will 

describe the frustration, as well as limitations that the participants have placed on the 

companies’ minimal clarification, lack of reaction, and satisfaction with limitations. 

Sub-theme A: Minimal Clarification of Roles, Responsibilities, and Strategy.  

When the participants discussed the companies, one of the reoccurring comments 

mentioned was the lack of communication in regards to general announcements.  

Participants expressed frustration at the minimal clarity that was provided at the times of 
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these communications.  The participants’ drew upon their personal experiences to provide 

their opinions on how they see the company, as well as why there is a true disconnect 

outside of the team level.  Participant A discussed their thoughts on how to make better 

strides to bridge the current gap: 

I think having, I think more of a clear strategy, you know, we have it on a 

department level and coming here and what we are responsible for, but just a little 

bit more in terms of strategy and what we really want to accomplish. 

The dissatisfied employees kept discussing how there was emphasis placed on the 

wrong areas of the business in the company and not utilizing open communication at the 

macro-level.  Participant B perceived this lack of communication and clarification to 

contribute to turnover in departments: 

The culture represents some challenges… They are doing a lot of kind of 

restructuring of positions or putting new people [external candidates] in positions.  

There can be a little bit higher of a rate of turnover there [XYZ Financial]. So I 

would say the culture on that side [other service center departments] is lacking 

somewhat. I do not think there is much trust issue, uh, that [just] lines of 

communication are not that open. 

This lack of communication was further described in Participant G’s experiences, “I think 

there's at times a gap of communication between leadership and the employees here that 

can sometimes cause confusion or misunderstandings based on the lack of 

communication.”  Participant G went on to explain how they perceived the issue, their 

frustration, and how it could be mitigated moving forward: 
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I think more communication, more hands on training.  Um, I guess when there is 

ideas that are being discussed or talked about, they can actually be explained to us 

that, you know, this, what is happening.  I think a lot of times that there are the 

changes within the company and we find out maybe a day or two before and 

everybody's kind of caught off guard with the change because, you know, we 

don't really know about it or even prior to it being rolled out.  

The minimal clarification of roles, responsibilities, and strategy plays a heavy part in the 

perceived lack of job description and function.  Participant L explains, “I think the only 

possible thing that could be changed is the way people perceive what their job titles are.  

We all have had a little different perspective of what is required of us on this particular 

job.”  The participant further described how this has caused issues when performing their 

jobs.  They explained that as it stands right now, two employees could have the same job 

title, but different pay and expectations.  The employees’ frustrations with lack of 

clarification, communication, and trust will be further explored in Theme 6.   

Sub-theme B: Lack of Reaction.  In addition to minimal clarification, 

participants reiterated that a lack of reaction to decisions and changes creates a constant 

hindrance that can limit their productivity levels in the service centers.  The participants 

work with customers on a daily basis.  Participants believe that these gaps in responses to 

inquires or requests in obtaining additional team members has a lasting negative impact.  

Participant A, who has over a decade with the company, started to provide examples and 

stated, “The one thing that comes to mind at times, it's kind of, I guess you could call the 

slowness in terms of a decision making within the business environment.  Decisions need 

to be quick, fast in a hurry.”  Furthermore, Participant A continued on to express how this 
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can impede on the daily process or executing certain services.  For example, Participant 

A is in a customer relations position, as are most employees in some capacity in the 

service centers.  Having timing issues or delays in customer service can have a negative 

overall effect on customer satisfaction and retention. 

Other participants feel as though there is a lack of reaction not just with decisions, 

but the company culture as a whole.  Participant D believes that the company is reactive 

instead of proactive: 

I think the other part of the culture too is that we are, a, very reactive to that the 

whole company… If you know the, the workload's going to increase, then staff 

appropriately and stop being a reactive team because it's getting kind of old. 

During the interviews, Participant I shared the same beliefs as Participant D.  However, 

Participant I felt as though the reactionary measures taken were in regard to 

communication with employees and feedback: 

Timely direct feedback. I know no one likes negative feedback, but even worse is 

no feedback and positive feedback is scarce. We need to work with others. We 

need to. We need to involve all the employees. If there is any process changes are 

implemented. I think we need to listen to everyone's ideas, listen to them all the 

way through. 

The participants’ perceptions of delays by the company coincide with the issues they 

detailed in Sub-theme A, Lack of Clarity.  At some point in each of the interviews, 

participants’ felt as though these issues were the contributing factors to the unhappiness, 

lack of trust, and credibility of the companies.   
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Sub-theme C: Satisfaction with Limitations.  Another perception from a few of 

the participants was contentment with and empathy for XYZ Financial or the parent 

company.  In some instances, the participants showed compassion and sympathy for the 

companies.  One participant in particular had interesting views.  As previously shared in 

sub-theme A, Participant A detailed their frustration with the lack of communication and 

clarity that the company provides.  However, they are also of the opinion that due to the 

position XYZ Financial was put in during the crisis, that the crisis had created the current 

state of the company: 

It’s a trying time for the company and everyone being pushed and pulled in 

different directions.  That's probably where the communication piece at times, uh, 

the ball can be dropped.  But I think from, again, from a culture standpoint, I think 

it is a really good culture to be in.  I love working for the company. 

Participant A perceives the company to be a great place due to their years of experience 

with the company before and after the crisis.   

 Two other participants perceive the company and the parent company as 

employee driven, or as making strides to become one.  Participant D expressed their 

understanding of the company’s overall cultural goals, “I know that XYZ as a company 

wants to like, put employees first and I think in certain areas that's the case. So the culture 

is like an employee first kind of mindset.”  In contrast, Participant L has had firsthand 

experience with the parent company and believed them to be employee driven. “There is 

a different perspective [in the parent company], but they seem to be a wealth of 

knowledge sharing of knowledge and that perspective.  That is a type of culture that we 

have. The diverse personalities… Completely employee driven.”  Participant L had been 
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provided opportunities that other participants had mentioned they wished were open to all 

members of the company.  Possible solutions will be addressed in Chapter 5.  

 The fifth theme addressed the participants’ perceptions of the company and parent 

company.  The interesting results from this section were the experiences shared by the 

participants, and the disconnect between the participants happiness at the team level 

versus the company level.  The majority of the participants all had similar perceptions of 

the current culture.  They believed there was a gap between leadership and the employees 

at XYZ Financial and with the parent company, a lack of communication, and a 

timeliness of responses and decisions that attributed to dissatisfaction.  Furthermore, how 

even those who displayed understanding and trust for the organization still had 

underlying concerns.  This will be further explored in the next section regarding the 

pressure the employees feel that is placed upon them by the company. 

Theme 6: Perceived Employee Pressure 

Each participant expressed concerns over perceived pressure in their job 

requirements, as well as demanded quotas from XYZ Financial.  While this study focused 

on XYZ Financial, all of the participants perceived the job pressure placed on the XYZ 

Financial employees stems from direct orders from the parent company’s decisions and 

expectations.  The participants have an understanding that the parent company has a 

different culture.  However, they argue that if XYZ Financial wants to have its own 

identity and culture, it cannot succumb to what they perceive as the pressures from the 

parent company.  The perceived micromanaging, lack of communication, and 

collaboration from the parent company do not allow XYZ Financial to distance itself 

from the parent company in the participants’ eyes.  The participants’ perceptions of 
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pressure create a stressful environment, or cause “worry,” and “concern for their jobs.” 

As previously mentioned, Participant B, who has been with the company for almost two 

decades, stated that the parent company is the root of stress for the employees: 

I would say on the parent company side, the level of culture over there seems to 

be um, oh, I think everybody's highly stressed at their jobs just because there's a 

lot of things going on right now.  And I think the culture over there is maybe 

lacking a little bit. Uh, only from the standpoint of, I think there's just so much 

pressure on people and it's hard. 

 Fellow participants shared the same perception and further concerns about the 

way the parent company leadership conducts business, in addition to the way they do or 

do not communicate.  Some of the participants’ perceptions demonstrated a fearfulness of 

their future at the company.  This fear of firing or being laid off was attributed to the 

parent company, not their teams.  As shown in Theme 4, the employees on a team level 

have trust and are comfortable within their micro-level team environment.  Participant C 

expressed the fear and dissatisfaction they feel when interacting with personnel outside of 

their location: 

I feel like they make decisions that involve the service centers that don't get 

communicated very well to, um, to us as employees until they actually start 

rolling out, which can make uh a few of us worried about our jobs. 

Participant M had exposure to the parent company and shared that, “Their culture, 

I'd say there's not always a willingness to work with all the brands and or the captive 

[finance company] and not a lot of collaboration or communication.”  In addition, 

Participant M has taken classes in the different types of leadership and management.  



PERCEIVED TRUST IN A FINANCE COMPANY 67

They continued their assessment of the companies, both XYZ Financial and the parent 

company, saying: 

I feel like heavy, heavy, heavy micromanagement in terms of um, what's being 

done or their involvement sometimes with certain topics. Um, it seems like there's 

a lot of decisions at times that need to go all the way up to the LT [leadership 

team], which to me from my perspective onto like the executive leadership team 

to an extent, micromanaging things that are happening in a very operational level.  

Um, and I think as a result of that sometimes they come across as not always 

being respectful or appreciative and understanding what goes into operations for 

what challenges the operation may be faced with. 

Several other participants voiced their perception of pressure and micromanaging from 

outside of their teams.  However, the participants’ believed there was nothing that could 

be done directly by XYZ Financial at this time, any overhaul change would have to be 

companywide or beginning with the parent company. 

 The final theme explored the perceived pressures that the participants saw or felt.  

The most prominent revelation that the participants shared was that the pressure stemmed 

from outside sources (Parent Company).  The pressure resulted in a lack of 

communication, micromanaging, as well as cultural differences and awareness.  

Furthermore, the participants’ believed that these issues could be shifted in a positive 

direction if XYZ Financial leadership was open to suggestions. 
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Additional Findings 

Without naming another form of leadership, employees of XYZ Financial have 

also implied a description of transformational leadership.  Participant A described how 

their manager is motivates, as well as adapts to their employees’ needs: 

Uh, my manager’s approach is all about relationship building I think, um, and 

when I say that they really gets to know me as an individual, really got to know 

me as an individual. Just determined, you know, what motivates me. Um, they 

takes time to understand how I want to do things and understand my thought 

process and really, um, taking consideration my ideas, uh, when it comes to 

business related items. Um, so they really, they really adapts to, you know, the 

person that they are talking to and I think that's probably one of the best 

approaches you can take as a leader because there's no, you know, one shoe fits 

all approach and you really have to in business when dealing with different people 

from different backgrounds.  

Participant A continues to describe how great the relationship is with the manager, their 

appreciation for the style and how valuable the attributes are to the business unit. 

Participant H shares similar sentiments about their manager.  The participant 

describes how their manager engages them as an employee: 

I can trust that they are looking out for my best interests, but also challenging me 

when there is a, when there is other opportunities that will be a growth 

opportunity for me. Um, I think, you know, with, with my career path, they are 

always wanting to know what, what would be my next step and where, what 

direction I want to go, um, and they do a great job in being able to facilitate. 
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Participant H’s manager connects with their employee, while being viewed as an 

informal mentor.  Participant N who refers to their manager as “amazing” also sees this 

employee-driven aspect of managers stemming from transformational leadership.  “Can I 

just say amazing and I really mean it. I would not change one single thing about it. 

Extremely supportive, generous, understanding, very open, open minded, simply 

amazing. [Interviewer] Very employee-driven? [Participant] Extremely employee-

driven.”  The participants had verbalized servant and laissez-faire leadership by name in 

Theme 3; however, their descriptions imply their wants and needs are met when 

transformational leadership is demonstrated.  

Analysis and Synthesis of Findings 

 The following section presents an analysis of the findings while comparing the 

themes against this study’s research question.  The goal of this research was to discover 

what was contributing to XYZ Financial’s employees deteriorating trust in executive 

level leadership.  Furthermore, this research examined how specific experiences 

contributed to the participants beliefs for what constitutes a trusting environment and how 

it can affect an individual.  

 The employees’ perceptions are presented through the synthesis of six themes 

(see in Figure 1).  In conclusion, the perceptions of the employees’ trust in the 

organization are steered by their definition of trust.  Furthermore, their working 

knowledge of organizational settings (XYZ Financial and parent company), through 

various jobs, companies, and experiences had an impact on their overall perception of 

trust in XYZ Financial.  The themes Trusting environment, Employee development, and 

Styles of leadership set the stage for the results of this dissertation in practice and formed 
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the foundation for the theme of Team culture.  While different from the previous themes, 

Perceived company culture and Perceived employee pressure established the groundwork 

for suggested solutions that can assist XYZ Financial to eradicate the negative 

perceptions that have been plaguing their company’s issues with trust and credibility.  

Implications of the findings, as well as proposed solutions will be presented in the final 

chapter.  

Summary 

 This exploratory descriptive study examined the perception and beliefs of the 

service center employees at XYZ Financial, located across the United States.  Through 

one-on-one interviews, detailed accounts of each employee’s perception of trust, their 

work environment, and general feeling about the company were collected.  While 

employees felt that the factors that contribute to trust and credibility in an organization 

were demonstrated in their teams, they did not express the same feelings for XYZ 

Financial and the parent company.  However, unlike the GPTW survey results, the 

interviews revealed that employees felt a sense of pressure that created a sense of fear, 

minimal clarification that causes concern and confusion, and a lack of reaction that 

hinders daily output.  Additionally, the employees who expressed appreciation and 

displayed empathy for XYZ Financial did still have hesitations and reservations on their 

views when asked about the current company environments.  

 The final chapter of this dissertation in practice will offer recommendations that 

may be utilized by XYZ Financial to modify or change current processes and procedures.  

In addition, a formal mentoring program will be outlined, as well as revisions to the 

current leadership programs in place.  A detailed account of possible obstacles to these 
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solutions will be addressed.  The report will conclude with possible implications of the 

study and how further research could enhance the current literature.   
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CHAPTER FIVE: CONCLUSIONS AND RECOMMENDATIONS 

Introduction 

 The intent of this research was to explore the factors that employees perceive to 

be the foundation of a trusting organization.  This study observed the current 

environment, as described by the employees, as well as their view of how issues could 

potentially be resolved.  The concluding chapter of this dissertation in practice will 

introduce approaches for improvement to encourage and foster a trusting work 

environment and culture.  Included in this chapter will be suggestions, as made by the 

employees, in addition to the researcher’s findings about best practices.  The suggested 

modifications will include changes to the current leadership/management development 

program, introduction of a mentoring program to specific Grade employees and below, 

and alterations to current communication channels.  In addition, suggestions on how to 

implement these changes will be provided.  There will also be a section discussing the 

potential barriers, and financial and legal constraints that could impede these suggested 

changes.  The final portion of this section will cover implications for future research and 

a reflection on how this study relates to the study of leadership theory. 

Purpose of the Study 

The purpose of this exploratory, descriptive study was to describe employees’ 

perceptions of trust in the organization.   

Aim of the Study 

The aim of this study, through the use of an exploratory descriptive approach was 

to gain an understanding of the Great Place to Work ® findings that reveal deteriorating 
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trust and credibility and to discover the main factors that contribute to trust in the 

organization.  

Proposed Solution 
 

There are two solutions that have been developed based on the results of this 

study.  The first solution proposed is center around communication.  At the time of this 

writing, it is recognized that XYZ Financial has made strides to improve communication 

with employees through an updated website, a monthly employee magazine, and town 

hall meetings.  However, the interviews were conducted after the implementation of these 

changes.  These newest forms of communication showed that the company has 

acknowledged an issue, but is not listening to their audience.  Based upon the findings of 

the research, the employees seek more transparency in regard to information.  Currently, 

this is not what is provided within the existing communication from the top of the 

company to the employees, according to the responses.  This perception of deficiency in 

communication contributes to the ongoing concern of distrust and lack of credibility on 

the macro-level.  In addition, the perception of limited communication to employees adds 

pressure that they feel in their jobs.  As expressed by the employees, when major 

decisions are made that clearly affect their job, it creates added pressure, concern, and a 

sense of fear.  There is also a sense of dishonesty and trust for not being included in the 

possible solutions conversation.  

In addition to how information is communicated, there should be a timeline.  As 

expressed by the employees, they can be informed of a change a day prior to the 

implementation.  This does not allow for them to troubleshoot or work through potential 

issues.  Having a communication timeline developed between the employees and 
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leadership can assist with establishing clear timeframes, in addition to expectations of 

when changes or new initiatives will take place.  This will allot the employees time to 

also provide feedback and discuss the new information, as well as ask questions.  

Czerniawska (2007) found from consultant experiences that when employees are 

a part of the decision making process and conversation they feel a part of the team.  The 

dynamic of the communication and conversations need to change, as shown by the results 

of the study.  The results indicate that the employees wish to be heard, and that their ideas 

and solutions are being considered.   

In addition to the website, magazine, and town hall meetings, XYZ Financial has 

introduced an innovation challenge.  XYZ Financial’s innovation initiative is for full-time 

employees, grades 1-9 to submit ideas that will drive the company towards its goals.  

While the initiative was created to engage the employees and reward them for their ideas, 

none of the winning ideas have been implemented according to the participants.  This 

reinforces the employees’ perception of the company only verbalizing the ideas and never 

executing the plans. Involvement in the decisions that affect them, consideration of 

solutions and ideas, as well as implementation of those ideas are needed to lift the 

perceived veil that separates employees from upper management.  Whether it be for a 

company-wide or a departmental process change, the results show that they want to feel 

included.  A mentorship program would allow employees to play an active role in their 

development, as well as in the company.  

 The second solution is a formal mentorship program.  Presently, XYZ Financial 

does not have a mentor or leadership development program.  At one point, the parent 

company offered an executive mentorship program for high-level managers, per the 
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company’s human resources; however, this has since been disbanded.  There is a course 

for those who wish to be managers, but at this point, participants must be selected as the 

final candidate for the job in order to take it.  The course was previously a pass/fail.  

Currently, the structure of the course is that it is a one-day class.  Employees are scored 

on a pass, pass with comments, or the board declines to approve status.  However, it is 

ultimately up to the hiring manager if they will make a full job offer to the potential 

employee even if the course board declines to approve the individual.  For supervisors, 

they have the option to take a six-day course with a similar scoring as the manager’s 

course.  Currently, XYZ Financial is waiting for a new program rollout from the parent 

company.  The manager program will have the same format, but with different material.  

While the courses are developed by the parent company, a third-party vendor ultimately 

designs it after much research.  The program is set to be universal for all global 

companies under the parent company.  However, this new initiative is similar to the old 

program where it is based on invite only.          

 Initially, there would be a recruitment process for mentors and mentees.  The 

employees who are non-managers would not need to be prescreened to be a mentee.  

Employees who could serve as mentors would need to be evaluated and trained prior to 

the start of the program.  This screening and training would be to ensure that the mentor 

is a fit for the program, exhibits qualities becoming of a leader as deemed by the 

company, and is a model employee.  It is possible that the mentor applying would need 

one form of reference or a 360 survey sent to his or her current employees for evaluation.  

Introducing a formal mentorship program will provide a previously unavailable 

opportunity for career development.   
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Support for the Solution 
 

The analysis of the employees’ perceptions show that they feel as though training 

should begin early in their careers.  In addition, many participants had stated having the 

option for a mentorship or learning from others would be beneficial on a larger scale.  A 

mentor program geared towards employee and leadership development would add value 

to the company.  Through the program, employees would have the ability to ask 

experienced employee questions, bounce ideas off one another, and learn best practices 

so that they are prepared for promotions and the manager’s course.  Malmgren, Ottino, 

and Nunes Amaral (2010) note that when a mentorship is formed, those mentees are more 

likely to have high performance ratings, higher salaries, and more likely to receive 

promotions.  The results support Malmgren et al.’s (2010) findings, as  the employees felt 

most empowered and trusted by the company when they received internal promotions, 

but discouraged when more of the jobs were being given to outside candidates or 

contractors.   

In addition, the organization benefits from a mentee-mentor relationship as well.  

When this connection is established, the mentee is likely to be more committed to the 

organization and exhibit organizational citizenship behavior (OCB) (Malmgren et al., 

2010).  Creating this opportunity is supported not only by the employees expressed 

desires, but XYZ Financial’s questions into why there is a lack of trust and credibility for 

the organization.  Having employees who demonstrate OCB would be beneficial to the 

company as a whole.  In addition, this will assist with better lines of communication from 

the top of the organization down to the employees.   
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Mentorship programs also have the ability to reduce the feeling of isolation.  As 

described by the employees in Chapter 4, they wish to be a part of decisions made for 

them or included in the process.  Previously mentioned, Czerniawska (2007) found that 

inclusion strengthens a team and the overall environment.  Working to create a company 

environment that mimics how the employees feel about their teams is supported through 

the perceptions provided during the interviews.      

Birasnav (2013) discussed how more human resource managers were becoming 

more involved in determining suitable leadership styles, as different styles can have an 

impact on knowledge management and organizational performance.  Each area of the 

company is comprised of different employee personalities who perform best with a 

specific type of leader.  Hiring leaders based upon the needs of the employee, in addition 

to skill set, could have a greater impact on the employees’ satisfaction.  Mayer, Davis, 

and Schoorman (1995) argued that a person’s trustworthiness is dependent upon the 

trustor’s perceived recognition of specific characteristics of the leader, such as ability, 

integrity, and compassion.  Employees’ perceptions of a leader’s ability, integrity, and 

compassion determine the level of comfort they have with the supervisor (Mayer et al., 

1995).   

Influencing the Proposed Solution 

 Resources needed to execute the proposed solution are mutual willingness from 

the employees and leadership for participation and time in the mentoring program.  

Currently there is no formal mentorship program in place at XYZ Financial or at the 

parent company level.  To insure that there is an agreeable format for the execution of the 

mentorship program, a team of employee volunteers would need to be created.  The 



PERCEIVED TRUST IN A FINANCE COMPANY 78

desired format and program would then need to be approved by the leadership team and 

human resources.  In addition, if the development team seeks to include the parent 

company, other policies such as participant requirements, need to be considered.  There 

would need to be a strict policy developed and implemented as to who can participate as 

a mentee or mentor.  

 With a mentorship program, there would be no direct expense to the company.  

However, the company could plan a budget for the initial implementation and reevaluate. 

There could be an allocation for a budget if the program decides they would like to host 

events and provide food, beverages, or supply the mentee-mentor pairs with a company 

labeled item, such as a notebook or pen branded by the company.  A survey could be 

conducted to establish when would be the best time to meet for all or majority of the 

participants to meet.  The hours of the program will be disclosed at the beginning of the 

program.  Again, this is dependent upon the plan developed and approval from the 

leadership team. 

Potential Barrier: Personnel 

 Despite support from the participants, there are potential barriers to consider.  

Resistance to change and risk of failure are at the forefront of the possible obstacles.  

Global organizations face a failure rate of 40%, and up to 70% when implementing 

change (McKay, Kuntz, & Naswall, 2013).  As shown by the results of the interviews, 

despite the current communication changes made, the company is still failing to meet the 

employees’ perceived standards of communication and information delivery.  With this 

information, it may cause hesitation to move forward with implementing the proposed 

solution.  Chung, Su, & Su (2012), discussed how the response to change is partially 
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dependent upon personality traits of those involved.  Even with employee support, there 

is no way of telling until implemented if the program will have enough participants to 

determine if it is successful enough to continue.  In addition, full development of the 

program, implementation, and recruitment to start the program will take time to execute. 

 Another personnel issue to consider is the recruitment of the mentors.  There is 

the current perception from participants that leadership is not being developed thoroughly 

at this juncture in time.  If those individuals that the employees deem as underdeveloped 

become mentors, you risk the mentee developing and exhibiting the same characteristics 

as the mentor (Malmgren et al.’s, 2010).  When initiating the program it will be important 

to consider a mentor’s previous evaluations and standing within the company.  In 

addition, with approximately 87% of the company in non-manager roles, there may be an 

issue of limited mentors for the program.  

Potential Barrier: Legal Issues 

 For changes to communication from leadership to employees, there may be 

privacy issues involving certain disclosures of company information.  Due to the ongoing 

federal investigations, there are specific details that cannot be published or shared 

company-wide.  While the employees ask for transparency across the board, it is not 

completely possible at this time.  There could also be the implications of management’s 

perception of which information can be distributed to the employees.  Striking a balance 

between the perceptions of the employees’ and management may create challenges.  In 

the next section, potential solutions for developing a mentorship program will be 

discussed, as well as how this implementation will assist in improving organizational 

communication. 
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Implementation of the Proposed Solution 

 Initially, approval from key stakeholders must take place in order for the proposed 

implementation to occur.  The first step in obtaining approval is through the presentation 

of findings and presenting the proposed solution to the leadership team and human 

resources.  Without the leadership team and human resources support and approval, the 

solution cannot be executed.  Therefore, additional support is needed from the employees 

of the company.  The results of the study support this one-on-one mentoring program, but 

if there are no participants, the program cannot start.  The first step, following approval of 

the program, is to determine who will lead the initiative. 

 Utilizing part of the parent company’s old leadership mentoring material to create 

a new program, the Mentor Program Coordinator and researcher would work to structure 

a program that would be supported by the study’s findings.  The objective of the program 

is to not only mentor employees, but allow for leadership development, cross-training or 

insight into other departments and positions, and to feel as though leadership is more 

accessible.  Managers through the top level of leadership in the company would have the 

ability to participate as mentors.  However, they must participate in a mentor training that 

will be developed with the program coordinator and human resources.  The program 

coordinator and human resources reserve the right to ask a mentor or mentee to leave the 

program if he or she does not meet the requirements, standards, or are disruptive to others 

trying to benefit from the mentorship.  The aim of the program would also be to minimize 

the feeling of hierarchy and more of the family oriented that the employees seek, while 

keeping a professional setting.  The research emphasized that the employees want to feel 
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cared for and to receive affirmation of their work, which is one of the goals of the mentor 

program.  Parise and Forret (2008) noted: 

Mentoring has been defined as a relationship whereby a more senior, experienced 

individual is committed to providing developmental assistance and guidance to a 

less experienced protégé (Kram, 1985).  Mentors provide protégé’s with career 

functions and psychosocial support (Kram, 1985). Career functions include 

providing protégés with challenging work, coaching, exposure, protection, and 

sponsorship. These functions ensure increased visibility and learning for protégés. 

Psychosocial functions include providing acceptance and confirmation, 

counseling, friendship and role modeling to protégés.  These psychosocial 

functions serve to increase the self-worth of protégé’s by affirming their identity. 

(p.226) 

The key points that Parise and Forret discuss will become part of the foundation of the 

program.  Utilizing each element would assist in producing a program that is beneficial to 

the individuals involved, as well as the company. 

 Preceding the development of the program, recruitment for location leads would 

take place.  It is important to have someone from each service center, region, or 

headquarters as a liaison between the program coordinator and the employees 

participating.  This way there is someone in each location who would be accessible.  The 

location lead can also assist with the formal recruitment and pairing of mentors to 

mentees, as they have a closer relationship to the departments in each area.  It would be a 

greater benefit to utilize a formal program, than one that is informal and develops 

organically.    
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Developing a formal program could create a more inclusive environment for the 

company and provide advancements to individuals who might have been looked over 

previously.  Formal peer mentoring has other benefits such as enhancing personal and 

professional growth (Gunn, Lee, & Steed, 2017).  Gunn, et al’s  (2017), research further 

emphasizes the benefits from peer mentoring for give social and skill development, but 

access to information and a sense of belonging, findings which this study has determined 

is a key issue with perceived trust for XYZ Financial.  Mentors can provide more insight 

into why or why not certain communications can be shared.  In addition, it can provide 

clarity for any questions the employees may have regarding specific issues.      

 Currently, those who have mentors within the company are accustomed to 

informal relationships.  This will be a change for those who wish to switch to formal 

mentors, but they likely will find the benefits they seek to be there.  The program 

coordinator and researcher will design the initial groundwork for the program; however, 

the formal program will be designed with the help from the location leads.  Throughout 

the inaugural year, mentor and mentees’ input will be taken into consideration for 

improvement of the program.  As the findings show, the employees want to feel part of 

the conversations and their ideas considered.  The structure of this program would allow 

for them to be a part of the process and heard.    

Factors and Stakeholders Related to the Implementation of the Solution 

 Initial support from the leadership team, as well as human resources is key to 

getting the program started.  Without approval, the program could not move forward.  If 

agreed upon and established, both mentees and mentors are the backbone to this 
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initiative.  The time and dedication provided by the preliminary group will set the tone 

for the potential success of the program.     	

Timeline for Evaluation, Implementation, and Assessment 

 Preceding the leadership team’s and human resources’ support, evaluation will 

begin as soon as the pilot group is established.  This group of mentors and mentees will 

work to establish a program that best fits their personal needs as they see fit.  Using the 

initial guide presented in the proposed solutions section, the pilot group will have the 

ability to evaluate the proposed plan and resubmit for the leadership team’s and human 

resource’s approval.  Further evaluation will continue at the close of each mentorship 

program year. 

 The program will be implemented and assessed over an initial 12-month period.  

This allotment of time coincides with most programs of this nature, as well as provides an 

opt-out period for any mentor or mentee (Artis, 2013).  A full review of the program will 

be done at the close of the year; however, assessments can be done on an as needed basis 

during the inaugural year.  Each quarter, an assessment will be conducted.  During this 

time, participants have the ability to opt-out, as for a change in mentee or mentor, and 

provide feedback.  This allows for the appropriate adjustments and changes to be made 

along the way for a successful program.  Following the initial year of the program, the 

pilot group or leadership’s perception of the program will determine when appropriate 

times for evaluations and assessments of the program are to be conducted.  

 The steps discussed in this section of for implementation are the building blocks 

to initiating a successful mentorship program.  Utilizing previous research, as well as the 

results from this study, the proposed solution should assist in alleviating some of the 
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organizational distrust in XYZ Financial.  Creating a dynamic program to develop the 

employees will assist with the lack of trust the employees place on XYZ Financial. The 

employees asked to be involved in their work life and professional development; this 

program would afford them the opportunity.    

Implications 

Practical Implications 

 This research explored the perceptions of XYZ Financial’s employees, as it 

relates to trust and credibility in the organization.  XYZ Financial’s Great Place to Work 

® survey results have been deteriorating for three years, causing alarm to their leadership 

team.  Research in the area of trust has shown that there is a mutually exclusive 

relationship between trust and the employee-supervisor relationship (Chen et al., 2002).  

The strength of the connection between the supervisor and employee indicates the level 

of trust.  As noted in Chapter 1, the research has been limited to specific departments and 

does not consider the overall employee trust level with the company.  From this 

dissertation in practice, the results have shown that the trust and credibility levels with 

employees’ supervisors or micro-level teams does not have an impact on their perception 

or beliefs of the company.  Future research should consider these results when comparing 

business units to the overall organization.   

Implications for Future Research 

To the researcher’s knowledge, there has not been a study conducted within XYZ 

Financial in regards to specific reasons for the decline in the GPTW survey results, 

specifically in the areas of credibility and trust.  There have been roundtable discussions 

regarding employee concerns; however, they were not conducted in a confidential 
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manner or environment.  Future studies may increase the sample size, utilize all company 

locations, and include Grade 10+ employees.  In addition, further studies can assess the 

effects and changes of the newly executed leadership training that is to be implemented 

by the parent company.  

Other research scenarios to be explored are the perceptions of males vs females, 

or gender non-conforming employees.  Seeing if there are differences in gender 

perceptions could provide a different perspective on the information and best approaches 

on how to combat decreasing trust in an organization.  If the proposed solutions are 

implemented, the most relevant future study would be to initiate a review of the 

programs.  Ideally, the studies should be conducted each year after implementation to 

assess the company’s progress on GPTW results.  The results after the first few years 

would determine whether the programs or solutions are feasible to continue, with the 

possibility of expansion. 

Implications for Leadership Theory and Practice 
 
 Employees of a company are no different from the consumers of the company’s 

product.  Reynolds (2006) cited Zaltman’s 2003 work discussing how consumers will 

make decisions based upon unconscious forces that are influenced by memories, images, 

stories, etc.  The employees of XYZ Financial have based their perceptions of the 

company on those influencers.  “The time constraints of a crisis reduce the time for 

consultation, consensus building, and justifying decisions before taking action, which 

adds to the possibility that relations will be strained” (Reynolds, 2006, p. 250).  As 

mentioned in Chapter 2, research has shown that there is a significant link between 

communication and trust (Kodish, 2017).  The most critical task for the leadership will be 
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more transparent and work to change those memories and images to improve the 

perception of trust.   

 The employees of XYZ expressed mixed views on types of leadership they had 

perceived to be ideal.  However, servant leadership stood out among the group as a 

specific type that the employees’ believed was most suitable.  Kashyap and Rangnekar 

(2016) found that: 

Employer brand perception and level of trust employees placed in their leaders as 

two underlying mediating mechanisms establishing the relationships between 

servant leadership and employee turnover intentions. The results of the study 

indicate that servant style of leadership, if followed by organizational leaders, 

may prove to be an effective tool to portray a positive organizational image 

amongst potential and existing employees. This positive organizational image 

may help in building a strong employer brand perception, which in turn might 

increase the level of trust employees place in their leaders thus reducing their 

turnover intentions. (p. 454) 

Incorporating servant leadership into the dynamic and structure of the company can assist 

in improving the leadership team and the organization’s image.  While the study suggests 

that these can be potential improvements, the employees of XYZ have said this type is 

one they seek out.     

In addition, through indications from the participants, they have discussed the 

desire for transformational leaders.  Previous research and studies have identified trust to 

be the primary mediator in the relationship between transformational leader’s and 

followers’ outcomes, as well (Zhu & Akhtar, 2014).  Ling, Simsek, Lubatkin, and Veiga 
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(2008) define transformational leadership through four interdependent, but mutually 

reinforcing characteristics:  charisma, inspirational motivation, intellectual stimulation, 

and individual consideration.  First, “Charisma, reflects the leader’s ability to create and 

present an attractive vision for the future and to use emotional arguments that tend to 

elicit pride, respect, trust, enthusiasm, and loyalty from followers (Ling et al., 2008, p. 

924).  Leaders may want to take this approach to build interpersonal relationships with 

their employees.  This is the beginning to the foundation of developing trust.   

The second characteristic is inspirational motivation, where a leader can motivate 

the employees outside of the scope of self-interest (Ling et al., 2008).  This creates an 

atmosphere for employees that they should set a higher bar and are capable of 

overcoming obstacles.  Third, leaders then employ intellectual stimulation, which 

challenges the employees to elevate their thought process.  This level of thinking 

emphasizes that the leader is capable of stimulating employees to think outside of the 

status quo, and approach topics and issues from new perspectives (Ling et al., 2008). The 

last characteristic is individualized consideration.  “Individualized consideration, focuses 

on the leader’s ability to improve follower development by providing support, 

encouragement, and coaching” (Ling et al., 2008, p. 924).  Leaders must be adaptable to 

not only each circumstance that arises, but to their employees as well.   

A transformational leader will tailor their approach on an individual basis to 

specific employee needs.  Research has connected transformational leadership to a 

plethora of measurable effective organizational outcomes, such as creativity, satisfaction, 

motivation, and team performance (Bass, 1990; Dvir, Eden, Avolio, & Shamir, 2002; 

Masi & Cooke, 2000).  Employing transformational leadership tactics aid in developing a 
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trusting environment among employees and supervisors.  The trust between both parties 

will then likely translate to trust for the organization due to the sense of perceived 

comfort an employee feels. 

In large firms, such as XYZ Financial, transformational executives, specifically 

CEO’s, have a positive association with performance and objective (Ling, Simsek, 

Lubatkin, & Veiga, 2008).  Walumbwa, Lawler, & Avolio (2007) found that when 

directed towards the financial industry, explicitly banks, research has shown that there is 

no difference among leadership styles.  However, their study goes on to show that there is 

a positive correlation to commitment and satisfaction when leaders display 

transformational leadership.  Mentors who practice transformational leadership and create 

programs that devote time to understanding, developing, and harnessing this style of 

leadership will assist in creating an overall trusting and credible environment. 

Summary of the Study 

 This dissertation in practice utilized an exploratory, descriptive study qualitative 

method to explore the employee perceptions of trust as it relates to XYZ Financial.  

Fourteen interviews were conducted with non-manager employees from three different 

service center locations within the United States.  The aim of the research was to gain an 

understanding of the Great Place to Work ® findings that reveal deteriorating trust and 

credibility to discover the main factors that contribute to trust in XYZ Financial.  The 

findings may be utilized to improve future results. 

 The majority of the participants in the study had less than 10 years with the 

company.  However, some of those participants had previously been contractors for the 

company.  This means that they have had longer exposure to the company than accounted 
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for in the study.  For demographic purposes, only fulltime employment as a direct XYZ 

Financial employee were considered.  A mixture of employees who participated in the 

study had exposure to the parent company; however, all shared their perceptions and 

beliefs on the parent company.   

 The initial results revealed that the participants had trust for their micro-level 

teams and supervisors.  When asked about the company as a whole, or the parent 

company, participants showed a lack of trust due to handling of communication and 

internal pressures as perceived by the participants.  In addition, the perceived minimal 

leadership development training or internal promotions added to the factors leading to 

distrust in the organization.  Another source of cynicism for XYZ Financial was the 

employees’ perceptions that XYZ Financial and the parent company are one company.  

The inability to separate the two as separate entities played a role in their perceptions.  

 Due to the company undergoing leadership-testing changes for supervisors and 

managers, a proposed solution to how the evaluations could be changed could not be 

addressed.  However, a formal mentorship program can be established to assist in easing 

the concerns of employees who are not being exposed to different areas of the company, 

this receiving additional leadership training, and increasing internal promotions.  The 

pilot program would be established for an initial 12-months.  Proceeding the first 12-

month trial period, it would be reassessed to determine if the program is making credible 

contributions.  While assessment should be done after the initial 12-months, it is noted 

that the program should run for a minimum of five years to determine complete success 

or failure.   
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 The benefits of establishing a mentoring program are well established within this 

dissertation in practice, as well as the previous research literature.  This study contributes 

to past research, as it has explored the relationships of the employee to supervisor, as well 

as the relationship of employee to the company.  This area of study shows a new 

perspective for the financial industry and the impact of perception of trust.  Having a 

good relationship on the micro-level is not enough to translate into trust and creditability 

on the macro-level for an organization.  Future research should explore this area more to 

understand the relationship between the two units and the overall impact on the 

organization.   
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Appendix A 

 
2017 Trust Index Survey Statements 
XYZ Financials 

 
1. I am given the resources and equipment to do my job. 
2. Everyone has an opportunity to get special recognition. 
3. People here are willing to give extra to get the job done. 
4. You can count on people to cooperate. 
5. Management makes its expectations clear. 
6. I can ask management any reasonable question and get a straight answer. 
7. I am offered training or development to further myself professionally. 
8. Management shows appreciation for good work and extra effort. 
9. People here are paid fairly for the work they do. 
10. My work has special meaning: this is not "just a job." 
11. Management is approachable, easy to talk with. 
12. Management recognizes honest mistakes as part of doing business. 
13. Management genuinely seeks and responds to suggestions and ideas. 
14. I feel I receive a fair share of the profits made by this organization. 
15. Management keeps me informed about important issues and changes. 
16. Management has a clear view of where the organization is going and how to get there. 
17. Management trusts people to do a good job without watching over their shoulders. 
18. Management involves people in decisions that affect their jobs or work environment. 
19. Managers avoid playing favorites. 
20. I feel good about the ways we contribute to the community. 
21. Management does a good job of assigning and coordinating people. 
22. This is a psychologically and emotionally healthy place to work. 
23. People here are treated fairly regardless of their age. 
24. Promotions go to those who best deserve them. 
25. People look forward to coming to work here. 
26. I can be myself around here. 
27. People here are treated fairly regardless of their race. 
28. People care about each other here. 
29. Management's actions match its words. 
30. Our facilities contribute to a good working environment. 
31. People here are treated fairly regardless of their gender. 
32. I'm proud to tell others I work here. 
33. People celebrate special events around here. 
34. I believe management would lay people off only as a last resort. 
35. People avoid politicking and backstabbing as ways to get things done. 
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36. People are encouraged to balance their work life and their personal life. 
37. People here are treated fairly regardless of their sexual orientation. 
38. Management is competent at running the business. 
39. We have special and unique benefits here. 
40. Management is honest and ethical in its business practices. 
41. Management shows a sincere interest in me as a person, not just an employee. 
42. I want to work here for a long time. 
43. I am treated as a full member here regardless of my position. 
44. I am able to take time off from work when I think it's necessary. 
45. I feel I make a difference here. 
46. When you join the company, you are made to feel welcome. 
47. This is a fun place to work. 
48. Management hires people who fit in well here. 
49. I would strongly endorse my company to friends and family as a great place to work. 
50. Our customers would rate the service we deliver as "excellent." 
51. Our executives fully embody the best characteristics of our company. 
52. We celebrate people who try new and better ways of doing things, regardless of the 

outcome. 
53. People here quickly adapt to changes needed for our organization’s success. 
54. Taking everything into account, I would say this is a great place to work. 
55. Management clearly explained the results of last year's Great Place to Work Survey. 
56. Management has taken action in response to last year's Great Place to Work Survey 

results. 
57. I have benefited from the actions taken in response to last year's Great Place to Work 

Survey results. 
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Appendix B 

Consent for Participation in Interview 

I,    _(Print name here)__, agree to participate in this research interview as a part of 
Brooke-Shannon Schneider’s dissertation in practice for Creighton University.  I 
understand that the purposed of this interview is to gather further information, expanding 
upon the results from the Great Place to Work ® Survey.   
 
1. My participation is completely voluntary and I will not be compensated financial for 

my time. I have the ability to withdraw from participation at any point in time. 
 
2. The participation involves one interview that will last approximately 45-60 minutes. 

 
3.   The interview will be recorded via recording device, as well as electronic notes. 
 
4. I understand that I will not be identified in any reports by my name from this 

interview and my responses will be kept confidential. 
 
5. Employees of the company will not be present during these interviews, nor have 

access to the recordings. 
 
6. I understand the company, in addition to Creighton University’s Institutional Review 

Board (IRB), has approved this research. 
 
7. I have read and understood what has been asked of me and all questions or concerns 

have been answered to my satisfaction. 
 
8. I voluntarily agree to participate in this study. 

 
9. I have been provided a copy of this consent form. 

 
 
_____________________________________                       
Printed Name 
 

_____________________________________                      _______________________ 
Signature                                                                                  Date 
 

_____________________________________        For further information please contact: 
Signature of Researcher                                           Brooke-Shannon Schneider 
                BSC34417@creighton.edu 
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Appendix C 

Interview Guide 

The premise of the interviews is to establish what the employee’s perceptions are as they 

relate to trust and XYZ Financial.  Specific questions will address four areas that have 

been derived from the GPTW Survey.   

Demographic – Employee # 

 Gender: M/F 

 Age Range: 22-35, 36-46, 47-55, 55+ 

 Department: Customer Service, Credit, Funding 

 Years with XYZ Financial: # 

Representation 

 Will your answers be representing your own ideas or advocating on behalf of your 

group? 

Environment 

1. How would you describe a trusting work environment? 

2. How would you describe your current work environment? 

3. How would you describe your trust for your colleagues?  

4. Do you feel as though your colleagues trust you? Why or why not? 

Culture 

5. How would you describe XYZ Financial’s culture?  

6. How could it be changed? 

7. How would you describe the parent company’s culture? 
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Leadership 

8. How would you describe your manager’s approach to leadership? 

9. How would you describe the leadership team’s approach to leadership? 

10. How would you describe the parent company’s approach to leadership? 

11. How would you describe XYZ Financial’s overall approach to leadership? 

Crisis 

12. Who do you hold responsible for the 2015 crisis? Why? 

13. How has this impacted your everyday work?   

14. How do you feel about the crisis today? 

15. How can the company move forward? 

Conclusion: Review answers with employee to make sure memos accurately reflect the 

participant’s perception. 
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Appendix D	 
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